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On-Going Customer Network

Are my Cisco
products covered

with the right
Entitlement issues contracts?
take too long to ‘
resolve DA With so many
) alerts - it’s hard to
find the ones that
apply to me

So many products
and contracts —it’s

hard to manage
them all Life cycle planning

datais too hard to
find and use




Technical Services ! ! !
Cisco Branded Technical Services
SmartMNet Total Care

Streamlines the management of network
devices and data, resolves problems

help customers
lower support costs
and improve

efficiencies and more quickly, and reduces expenses.
network availability
th rough [ Leam More ]
automated o . :
] Network Optimization Service (N0S) Remote Management Services (RMS)
Inve nto ry Optimizes the network infrastructure and Simplifies operations and the management

prepares for changes due to of the Cisco network, systems, and
implementation of new IT initiatives. applications while retaining visibility and
control.

award-winning

support.

management and

BEMNEFITS




Combined with scalable Coverage, Deep Experience

* Covering 128 countries

CiSCO * 1100+ depots

H » S5B+ in spare parts inventory
Ser\"CeS * 840,000 parts delivered annually

* 250,000 service requests quarterly
* Engineers average 5+ years of industry experience

*

3500+ Video
Endpoints, 800,000+ IP
Phones, and 3200+
UC Servers Managed

28+ Years of Innovation
Leadership Supporting
Complex Networks

Managing Over 100,0(
Network Devices in More Than
75 Countries

©2013-2014 Cisco and/or its affiliates. All rights reserved. A Cisco Confidential 6
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Partner vs Cisco Brand

Cisco Brand ( eg SMARTnet total care )
+ Support Contract owned by the End Customer. Customer is entitled in our support systems
+ Customer can call TAC directly for support
« Can escalate Level 1/ Level 2 / Level 3 cases

PARTNER BRAND:

+ Support Contract owned by the Partner

« Partner responsible for the support, access to contract can be granted vs. PICA (Partner Initiated Customer
Access)

+ Partner can escalate L3 cases only to TAC

« Cisco Back up support available (if partner cannot fix it)
Partner has access to Cisco spare depot infrastructure.
Partner rebates impacted by number of TAC cases and RMA cases escalated to Cisco.



Complementary Services

Smart Services for Enterprises

CMS, NOS with smart analytics and TSA are complementary offerings that can be

independently added on SNTC/SMARTnhet

Capabilities (v'= Smart Capability)

Value-Add
Optimize

Selective
Out-tasking

Assisted
Capabilities

Installed Base &
Contract
Management

Device
Diagnostics

Traditional
Reactive
Services

* Ready
* Better

v/ Smarter

v/ Operations management

* High-touch Support

v Inventory Collection

v Installed Base Data Correlation & Reporting
v Contract Management

v Alerts & Notifications

v Device diagnostics

* TAC

* HW Replacement

* Software Updates

e Cisco.com, Communities, Knowledge Base

Cisco Services that you can sell

Optimization Services

Cisco Management Services

Technical Service Advantage

Solution
Support /
Mission
Critical

Smart Net Total Care

SMARTnet




Smart Services Strategy

Cisco,
Partner,

Customer
Value
Pre-emptive xchange

Increasing
PredictivéCapabilities

ra
» AT el

Sustainable
Competitive

Differentiation
Proactive

Depth of Services

Reactlve /4

Device Network Operations Applications

Breadth of Services



The Smart Services Advantage

25 years of experience

* 50 million+ installed devices

\e/
-

° 6 million+ customer interactions annually



Smart Net Total Care

Cisco Smart Net Total Care Service is a network-wide support offer that
simplifies and transforms your service experience through smart service
capabilities. This service offer combines Cisco’s global networking

expertise with secure visibility into network performance. It delivers
actionable intelligence and proactive support to mitigate risk, create
operational efficiencies, lower costs and increase customer satisfaction.

CISCO SMART NET TOTAL
‘ CARE

i
CISCO

——



Cisco Smart Net Total Care Service

—Increase operational efficiency and improve risk management through smart services capabilities, added on
top foundation capabilites

Standardized Service Level Agreement

Inventory Collection, Reporting and e
Analysis (CSPP)

Technical Online Advance

Assistance Technical Hardware OS Software
from TAC Resources Replacement Updates




Smart Net Total Care
Customer Value

Smart Net Total Care identifies the customers Cisco inventory and securely communicates
this to Cisco’s data center, where it is analyzed against Cisco manufacturing, security, shipping, and
contract data. Resulting in a comprehensive view of their installed base, service contracts, and product
alerts.

Accurate view of IB and Contracts

Actionable Reports

i
5 =

N

Contract Consolidation

“I want to identify my serial numbers
and map to contracts.”

Entitlement Confidence

Contract Renewal Ease

“Doing this manually is costing me
time and money.”

Timely RMA Assurance

“I want my records to be accurate and

up to date.” Device Life Cycle Data

“I want to simplify my service renewal
process.”

Device Specific Alert Notification




Smart Net Total Care: End-to-End Security

Cisco Cisco Smart Net
Data Center Total Care Portal

Customer Cisco Secure Transport
Network Collector

SECURE
10110111110017 \ r
1000110111111 011011111001 111011011 ESHEEEEEe
1011011111007 00110111111} ) 1 0011101011
1011011111001 1 01 00011 D010111111%

1000110111111

10110111110011 I
fa)
[ 1]
Collector on Customer Network: Cisco Data Center:
- Hardened - Only accepts connections from registered systems
- No root access - Secure Cisco IT lock-and-key facility
- Password policy enforcement
Transport to Cisco Data Center: Smart Net Total Care Portal:
- AES 128-bit data encryption, and HTTPS or SSL - Cisco.com credentials
connection - User can see only their data

- Sensitive credentials removed before transport



Smart Net Total Care Device Diagnostics — How it
works

] ]
Enabled Smart CISCO CISCO
Call Home Devides Smart CaII
Secure

Home Portal
.1.(;['1110111011( 1HJ Yo10111111
1110010101000 H n)o 811101011

10111101110114 111 01 501011111121

b

mail

TAC Contact



http://tools.cisco.com/sch
http://tools.cisco.com/sch

Cisco Technical Assistance Center

Service Request Prioritization — Severity Levels

Request Prioritization

Severity 1

Severity 2

= Severity 1 Ll
= Severity 2
= Severity 3
= Severity 4

Impact to

Network

Low

Production network down

Critical impact to business operations

24-hour Cisco and customer commitment

No workaround available

Network severely degraded

Significant impact to business operations

Cisco and customer committed during business hours
No workaround available

Severity 1

Severity 2

Severity 3

Severity 4

: High
Impact to Business

Severity 3 Network functionality degraded
Business operations noticeably impaired
Cisco and customer in frequent contact
Severity 4 General assistance
Installation, upgrade, or configuration assistance
General product information



Service & Warranty

YOUR LEADERSHIP
MADE OUR ROBOT
DISGRUNTLED.

HIS WARRANTY
ONLY COVERS WATER
DAMAGE AND ME—
CHANICAL FAILURE. IT
DOESN'T COVER BAD

I DON'T FEEL GOOD
ABOUT THIS, BUT
IT'S THE ONLY LJAY
TO GET YOU REPLACED
UNDER LWJARRANTY.

MANAGEMENT.

Service vs. Warranty

« Warranty is applicable for defective hardware only ( eg DoA, manufacturing defects etc )

« Warranty types (http://www.cisco.com/c/en/us/products/warranty_qga_guest.html#t1q9)
+ 90 days for hardware and software from the date of shipment
« 1/2/3 year limited warranty (http://www.cisco-servicefinder.com/warrantyfinder.aspx)
+ Limited Lifetime warranty — 5 years for EOL products
+ Support— No TAC Support, No replacement from local depot

« RMA — 10 days Advanced Replacement ( freight /duties may apply) More Than Warranty

Smart Call
Cisco 0§ i Home

Updates .i:::]!;] o Diagnostics
e and Alerts

« Service Contract

*TAC Support, Advanced Replacement, Cisco.com, software support Cisco

SMARTnet Y 4 ad ot Y Y 4 Y
- replacement from local depot cemce Y
s renewable

Cisco

S XX X X X X

Warranty



Equipment Coverad Al AllE Selkect Cisco Cisco commercial- | Offered for the Unified MNone
SMEB-class products | class i Cizco Unified Communications
are supported sacurity, and Communications products
voice products are 500 platform and
supporied supports up to
48 usears
Dwuration Standard Hardware: Renewable Fenewable Renewable Fenewable confracts | Renewable contracts | Renewable
90 days contracts contracts contracts 3 contracts
(specific products
1 year/ limited
lifertime) 2
Standard Software:
D0 days?
Cisco Technical No Yas During normal Yas Yas Yas Yas
Assistance Center (TAC) business hours
Support {8am — 5pm)
Responsa within 1
businass day from
SMEB TAC
Cisco Operating Sy staem Mo Yas N, bug fixes or Yas Yos Yos MNo
Updates patchas only
Software Application Mo Mo Mo Yas Yos Yas Yos
Updates
Softwara Application Mo Mo Mo Mo Yas Mo SASU includes
Upgrades upgrades
Registered Accass to Mo Yas SME Support Yas Yas Yoz Yos
Cisco.com Online Tools / Assistant Portal
Resources
Hardwara Replacemant Advance Advance Mext business day as | Nextbusiness Mext business day as | Mext business Mo
Replacement (10 Replacement: available, otherwisa day as availabla, available, otharwisa day- Bxbxd,
2 - 24Tx 2 hour same day ship otherwise same same day ship 2417 x4 delivery
« 24 Txd hour day ship options as available
= BxBed hour
- BB NBD Onsite options:
Other: Bxbxd, 24 Txd
- RFR?
Smart Services Mo Yes on select Mo Mo Mo Mo Mo
Diagnostics and Alerts devices
Footnotes: 3. Smart Care Sarvice includes an automated confract renewal proce ss.

1. Cisco Smart Care Saervice is being launchad through a phasad rollout in Emearging Markets.
Checkwith your Cisco Channels service account manager for availability inyour region.

2. Optical networking products offer 5 year limited hardware warranty with 15 days return to
factory replacemsant and 1 year limited software warranty, this warranty only applies to

Optical products.

[ TP P R U S

4. Warranty ensures only that software media are defect-free and the software substantially

conforms to its published specifications.
b. Software application upgrades may be purchasad through product sales.
B. Some equipment exclusions might apply; consult service sales epresentatives for

more details.

7. Return for Repair on select video products only.




Sparing vs. Services: Find the Return
on Investment

Cisco offers a diverse portfolio of technical services 1o
provide options that best address your critical business
neads. Your network is central to operational efficiency,
employee productivity and customer satisfaction.
Protecting this IT investment is essential to the continuity
of your business.

A service contract provides end-to-end support to
improve performance, capacity, availability, reliability,
and security of covered devices, extending the life of
your solution.

Cisco operates a global netwark, that serves customers
in 120 countries. Qur trained and certified parners

are a critical part of the team. Cisco stands behind its
products, services, and parners.

With a Cisco technical senvices contract, Gpstumers
can receive replacement pans 24 hours a day, 7 days
a wesak, in as little as 2 hours on all covered deavices.
Some businessas still choose to keep an inventory of
Spare parts for immeadiate replacement pars.

However, maintaining
a sparing strategy
requires an
investment far
beyond a closet full
of parts. Often, these
costs exceed the cost of Cisco Services. To effectively
use sparing, a business must also have properly trained
technical staff capable of maintaining a network.

When deciding how to service your network, you need

to find the return on investment How much will it cost
per minute or per hour if your network goas down'?

Sparing costs include:

- Storing and securing equipment

- Upgrading firmware and software
- Distribution

« Training staff

Without a technical services Contract, your business
will not have 24-hour access 1o Cisco technical
expens, software downloads, upgrades, and updates.
You might experience delays in getting replacement
parts and ultimately spend
maore on downtime than it
would have cost 1o protect
your investment with a
technical services contract

Make sure you understand
the complete return on
invastment of relying on
sparing for parts replacement, and if sparing is critical
to your business, protect your technology investment
with a service contract on your spare parts.




Technical Services — Selling

« SMARTnet Sales Preposition:

« SMARTnet consists of a pre defined set of deliverables hence not much there to surprise a customer
« Main arguments to position SMARTnhet:

Coverage and Risk Mitigation (like every other insurance) for the IB

Software & Security Updates come for the IB as well as for the spares

Spare part Logistics are handled by Cisco hence cheaper than a customer buying on-site spares for full IB. Further spares are
of latest version, ready to run and come along with the required SW to operate in the customer’s network.

Scrapping and disposal of waste (broken part) is taking care of by Cisco in accordance to international, environmental
standards

Install Base visibility ... a support contract helps to gain and sustain IB visibility and control. It shows EOS and EOL dates, it
allows timely planning for an IBLM campaign (Refresh schedule, budget planning) and to replace old parts on time before
they run out of support, it helps to consolidate and optimize the SW versions in use (not part of SMARTnet, but can be done
in an IBLM project based on the IB records)

« What if the customer is short on budget:

If you cannot meet the price over a reasonable discount you can reduce the IB to be covered or the SLA
Reduce IB to critical devices only ... customer is supposed to cover the business critical IB first then the rest
Reduce SLA ... if premium support is requested



Portal Demonstration
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& Inventory and Reporting - Cisco Systemns Inc. - Weindows Internet Explorer

o

@ l.;;,l = | € httpsi/ftools.cisco.comfnls/reparts/main.html

File  Edit  Wiew Faworites  Tools  Help

a1EICIE

'-‘l Google

o -

7 Favorites 55| | @ Inventory and Reporting.. 20 |l Cisco Smart Analytics v 2. [ & Metwork Performance ...

Categories

l Category view L J

Chassis

Wiraless (10,953%)

Woice Gateways [3,51%)

DC Switches (3.519%:)
Security (3.51%)

Woice Servers [1,75%)
Storage Metworking (1,.75%)
Unified Computing (1,75%

LAN Switches [19.30%]

UNKNOWN (26, 32%) Routers (28.07%

Mo of Chaszsis: 28,781 Mo of cards : 51 807

e

Contract categories

& /) -3 F;g * Page > Safety v Tools = |@|v

Covered tems

Uncovered ltems

Expiring coverages of lterms in next 3 months

Items past Last Day of Support

35,342 (45%)

43,195 (55%)

4,534 (5.78%)

27,488 (35%)

—

Aggregated view of

installed base by
Cisco device type

- - -

-

b oo alls ofls




& Inventory and Reporting - Cisco Systemns Inc. - Weindows Internet Explorer

o

@Q' |§, https:fftools.cisco.com/fnlsfreportsfmain.html - % | ] | ‘?| X

File  Edit  Wiew Faworites  Tools  Help

'-‘l Google

o -

7 Favorites 55| | @ Inventory and Reporting.. 20 |l Cisco Smart Analytics v 2. [ & Metwork Performance ...

. Smart Net utal Care

DashBuard- - Delta Reports Support Entitled Company : C\1

Product Alerts ' Miscellaneous Reports My Reports

Imventory - 1 " Contracts

B~

Logged in as jarubh

Inventory : Cil Hetwork

B ~ & F;g * Page > Safety v Tools = |@|v

Categories CW \

- ,
| Category view v | ” Covared [tems

Chassis Uncovered ltems

Wiraless (10,953%)

Woice Gateways (3.51%) Expiring coverages of ltems in next 3 months
DC Switches (3.519%:)

Security (3.51%)
Woice Servers [1.75%] NG

L& Switches (19,30%) lterns past Last Day of Support

Storage Metworking (1,753 \
Unified Computing (1,75%

UNKNOWN (26,32%) Raouters (28.07%)

Mo of Chaszsis: 28,781 Mo of cards : 51 807

35,342 (45%)

43,195 (55%)

4,534 (5.78%)

27,488 (35%)

- - -

-

b oo alls ofls

Export

5, Inc. All rights reserved.

' Current view of
coverage, with ability
to drill into details

. 828 AM
0 gn3pom



ilniln Hisch | g | Avout | Help | mbox |

cisco

DashBoard w Delta Reports

Product Alerts

Smart Net Total Care

Entitled Company : KPH INTERKE

Support Inventory : CD5_KPH_TIWS

Miscellaneous Reports My Reports Apgregated Report

Imventory

IFList = Chazsis Details

Selections : [3550-12G-MEX-1 : 192.168.23.8]

Product Family

Product ID

Validated Serial Number
Device Type

Vendor Or Model
Product Description

Cisca Catalyst 3590 Series Switches
W5-C3950-12G (Malidated PID and PCE PIDY
CATOT34Y1M4  [HardLine]

SWITCH

Cisco Catalyst 3590 12G Switch

0 GRIC ports + 2-10/100/1 000 ports: EMI

riin
Original Serial Number
SNMP Locatior
Original Inventory Date
Last Inventory Date

CATOT 3414

2008-Dec-02
2M0-Jun-18

Product Alertis)

Cardis)

Contraci(s)

Hardware/software Details

Exceptions

Device Configuration Details

82% of
service calls
lack serial # 1D
critical
to service
entitlement

b b b b b

Contracts

Contract categories  |P List > Chassis Details > Contract Details

Selections ;. Active Coverage Confracts | [3990-12G-MEX-1 : 192.168.55.5]

Contract Number : | 1361712 | v

Service Level

SLA Type

Contract Status
Contract Start Date
Contract End Date
Install &t Site Name
Install At Site ID

Bill To Name

Install At Address
Ship To Address
System Contact

NSST

BaxNBD Optimization Service, SxdxNBD
ACTIVE

2007-0ct-0

2010-5ep-30

G3 UNKHOWN CIBER COMPANY

2317693

EDS INFORMATION SERVICES LLC

3 CIBER ADDRESS, SAN JOSE, 85134, US

850 PACIFIC HIGHIWAY, BROADIWAY COMPLEX, BUILDING 12, SAM DIEGC, 92132, U3

USA
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Dashfoard | Repors’ Delta Reports

Hisch | [ o} | About | Help | Inbox ‘

Smart Net Total Care

Entitled Company : KPH INTERKE

Support Inventory : CO5_KPH_TIWS

Product Alerts

Inventory

IFList > Chassis Details

Miscellaneous Reports My Reports

Selections : [3550-12G-MEX-1 : 192.168.23.8]

Product Family
Product ID

Validated Serial Number
Device Type

Vendor Or Model
Product Description
Original Product ID
Original Serial Number
SNMP Location
Original Inventory Date
Last Inventory Date

Cigco Catalyst 3550 Series Switches
W3-C3550-12G (Validated PID and PCE PID)
CATOT34Y1M4  [HardLine]

SWITCH

Cizco Catalyst 3550 12G Switch

0 GBIC ports + 210410041000 ports: EMI
-1

CATOT34Y1M4

Mot Available

2009-Dec-02

20M0-Jun-18

Agaregated Report

contract
Info with
devices

Correlates

Product Alert(s)

Cardis)

Contraci(s)

Hardware/software Details

Exceptions

Device Configuration Details

R R A N A

Contracts

Contract categories = |F List > Chassis Details > Contract Details

Selections : Active Coverage Cordracts | [3550-12G-MEX-1 ; 192.168.55.8]

Cuntr{Eumher | 1361712 >

Service Level

SLA Type

Contract Status
ontract Start Date
ontract End Date
stall &t Site Name

Install At Site ID

Bill To Name

Install &t Address

Ship To Address

System Contact

Qe

BxAyMB0 Ontimization Senvice, SxaxMBD
ACTIVE

2007-0ct-M

2010-8ep-30

C3 UNKNOWN CIBER COMPARY

2317699

EDS INFORMATION SERVICES LLC

C3 CIBER ADDRESS, SAN JOSE, 95134, U8

850 PACIFIC HIGHIWAY, BROADIWAY COMPLEX, BUILDING 12, SAM DIEGC, 92132, U3

UJSA




Proactive Alerts and Notifications
SNTC provides consolidated customer specific information

Reports for sitcuser Pr ok Alert CategoMgs

Report Mame Format Entitled Compat Inventory Mame  Requested Date Processed Date Hardweare Alerts (5

Froduct Alerts R FDF CI3C0O SYSTEM 00000_TSPM_C 2011-Feb-08 08 2011-Feb-08 08
Software Alerts  (6)
Field Motice Alerts {4}

Psirt Alerts (1)

Intellishield Alerts {1}

Relevant product
alerts specific to
Installed base

Export any
report to Excel
or PDF

AR A A




Proactive Alerts and Notifications
SNTC provides consolidated customer specific information
oy i ﬂ Smart Net Total Care Bl P

Cisco
. ; e
Dashowrd. TREDME  DclaReporls  Support Entitled Company: CISCO SYSTEMS  Inventory : 00000_TSPM_DEM...

DI S p I ayS peports” | inventary Contracts
alert
details...

Product Alerts

Product Alert Definition UR
Product Alert Description

Wondeide [change]  Logln  Actourt  Register My Ciseo

Products & Services Support HowtoBu Training & Events Partners
cIsco . i :

Cisco WAN Interface Cards
End-of-Sale and End-of-Life Announcement for the Cisco 4- and 8-Port Analog
Voice and Fax Network Module, Expansion Modules, and Interface Card

HOME EOLT4-Amended Downloads
Cisco announces the end-ofsale and end-of life dates for the Cisco 4. and 8. o
Port Analog Voice and Fax Network Module, Expansion Modules, and
Interface Card. The last day to order the affected productis) is July 20, 2010.
Customers with active service contracts will continue to receive support from |,
the Ciseo Technical Assistance Center (TAC) as shown in Table 1 of the EoL
. bulletin, Table 1 describes the end-of life milestones, definitions, and dates for the affected product(s). Table 2
DUCT LITERATURE lists the product part numbers affected by this announcement. For customers with active and paid service and
) END-OF - support contracts, support will he available until the termination date of the contract, even if this date exceeds
the Last Date of Support shown in Table 1.

...and
correlates
alerts with all

End-of-Sale and End-of Life
Announcement for the
Cisco 4-and 8-Port Analog
Voice and Fax Network
Wodule, Expansion
odules, and Interface:
Card

Table 1. Er

affected
installed
devices




Proactive Alerts and Notifications
Helps customer avoid hardware challenges...

cIsco mart Net Total Care

DashBoard Delta Reporis Support

Miscellaneous Reports Inventory Contracts

My Reports Product Alerts

Reports for sntcuser1

Report Mame Format

Product Alerts R FDF

Entitled Compat Inventory Mame  Reguested Date Processed Date

CISCO SYSTEM 00000_TSPM_C 2011-Feb-08 08 Z011-Feb-08 08

Product Family
Product ID

Device Type
Vendor Or Model
Product Description
Original Product ID
Original Serial Number
SNMP Location
COriginal Inventory Date
Last Inventory Date

Entitled Company : CISCO SYSTEMS

Froduct Alert Categories » Product Alert Description » Froduct Alert Details = IF List = Chassis Details

Selections : Hardware Alerts, Cizco 4- and 8-Port Analog Yoi..., [SNTC1-BR1-R1 tmelsb.cotm @ 192.168.20.1]

Validated Serial Number

Logged in as SNTC Userone [sntcuser] | Preferences. |

Inventory : 00000_TSPM_DEM... [RFTEEEES

Cigco 2800 Series Integrated Services Routers
CISCO2801-5RETIKY (validated PID), CISCO2801 (PCE PID)
FTA1122W1WE
ROUTER
Cisco 2801 Integrated Services Router

2801 wiAC PYWR 2FE 4slots{ZHWIC), ZPVDM, ZAIM IF BASE,128FI384D
Mot Available
FTH11224W1WE, SERIAL1002
"Bldg-13, 1=le-BA, Rack-5"
2011-Jan-24

2011-Jan-24

Pr (s)

Cardis)

N

My Reports
Reports for sntcuser 1

ReportName  Format

Product Alerts R PDE

Pinpoint the
device and card
to be replaced

Entitied Compar Inventory Mame  Requested Date Processed Date

CISCOSYSTEM 00000_TSPM_C 2011-Feb-0808 2011-Feb-09 08

79 =0 " Product Rlerts

Product Alert Categories » Froduct Alert Deseription = Froduct Aler Details » | List = Chassi Details = Cards

Selections : Harchware Alerts, Cisco 4- and 8-Port Analog Vol..., [SNTCI-BR1-R1 tmelab.com : 192.168.20.1]

)

Pt ||

PYOM2-8 [FID]
FOCTMTEGST  [SN]

PYOMZ-8 [FID]
F

Y

< VIC-4FXSO00=  [FID)
FOCI1174DES (SN

N

I L PN 17

36664181 [SN]




Proactive Alerts and Notifications
..and software issues!

e
Cisco

m Delta Reports

My Reports

DashBoard Support

Miscellaneous Reports Contracts Aggregated Report
Product Alerts

Product Alert Categories » Produst Alert Description > Product Alert Details » [P List > Chassiz Details > Product Alert Details

Selections : Software Alerts, End of Sale/End of Life Announ..., [7200-ACAPULCO p-alestra.net mx : 192168 .54.16]

| Software Alerts | v

¥ End of SalefEnd of Life Announcement for Cisco |05 Software Major Release 12.3

Alert Definition URL hitp:thwww.cisco.comienfUSipradicallateraliiosswrelins8802/ps694 7/ps5187/prod_end-oflife_notice0d
EOL Date 2012-Mar-15
EOE Date 2008-Mar-15

EOS Date 2007-Mar-15

My Csoo |~

Products & Services Support Hoet 1o Buy Training & Feents

cisco

Cistol0S Software Releases 12.3 Hainine

End of SalefEnd of Life Announcement for Cisco I0S Software Major Release 12.3

Last Updated: November 2006

CiscaSystems” of s and end o e dtes o the Cisco 05
Sotware oo el 123, T inte ek
e afectd product i ach 15, 207, M
123asafHarch 15,2008.Sf migaingtoCisco 0§ Sefare B
Reease 24, 1247 o e, ptiue o e Gson
Techica Assstawe Cster {TAC i arch 15,2012

End of SaleEnd of Liie
Amnowncement for Ciscol0S
Software Major Release 123

Table 1 destribes the end-of i miesiones, definiions, and daies fur e aiced product Table 2 st he product part
nambers afecied by his announcement

Table 1. Enc-0=_2 Milesiones and Daies for Cscn 103 Sofware Wair Relesse 113

Hiestone Definiion Date
Entriie The daie iz document izl announces e end of sae and end 02 072 15822008
announcement dae peoductis disibuied io fhe general public.
End-ofsale dale The last daie i arder e product hrough Cisto paint of s2le mechanisms: The | 15Mar- 2007
peoducti< na longerfor sale afer his daie
End of sofiware: The last daie that Cisto Enginesring may release anyinal solware 15Mar 2008
mamznaniereases | maniznance releaces or bug s A s daie Clsoo Engnestng wil o
lomgzr dzvelon, repar, mamizin, o st e product oz

Inventory and @M‘! mart Net Total Care

Hisch ll% | About | Help | Inbox |
Entitled Company : KPH INTERHNE

Inventory : CD5_KPH_TIWS

Inventory

Categories

Category view v

Chassi; ;

MetroE Switche}(1.32%)
HMadule (10D.D0%)

Shows all devices
affected by specific
alert

Easily drill down to
complete details of
alert



Cisco Services Partner Program
Provides Access to the Portfolio

SN

EIigibMﬁ i

Performance
Management




Cisco Services Partner Program and the Services
Portfolio

Cisco Services Partner Program

Cisco Branded Service Collaborative Services

AS Advanced Services AS Collaborative Professional l

+ Full portfolio offers Services (CPS)
* Full portfolio offers

TS Technical Services TS Partner Support
« Full portfolio offers Service (PSS)



Compensation Elements
Cisco Branded Services

Technical Services Advanced Services

Premium Services
Rebate (1%)

Sales Performance
Rebate
(0-12%)

List Price

Flat TS
Discount
(40%)
Deal Based
Discount
(0-10%)




Compensation Elements
Partner Support Service

4 Premium Services 1% on eligible premium bookings
=~ Rebate (1%)
%
o Sales performance % X Delivery Performance Factor
(0-12%) (0-2.70)
Value Based
Rebate
(0-32.4%)
Schedule Price
o+
c
g Gold or
Q Masters
a MSCP

(42%)




Performance Metrics

> Partners’ performance measured in: Sales Performance and Delivery
Performance.

> Improve the performance metrics to achieve higher rebate.

> Rebate is processed quarterly.

Attach Rate
Service Sales Performance
Rebate %

SR Rate

Delivery Performance Value Based Service

Factor Rebate %
RMA Rate







@ What is TS Advantage

Cisco’s Next Generation of Premium Technical Services
= Replaces FTS Service
=  Based on customer operational outcomes
= BasedonlITIL

= Fills the white space between SMARTnet/SNTC and AS
offerings”

=  Provides:
= Expanded target market with SNTC
= Greater delivery flexibility

= Simplified Sales Playbook, Ordering and
Packages

" |ncreased revenue



Benefits

Multiple SKUs
Difficult Prerequisites

Overlapping offerings
Confusing to customers

Selling % of people
Double dip — paying twice

Rigid offer structure
Difficult to alter deliverables

Single SKU
% of SNTC/SNT

Service Features built to support
business outcomes

Selling operational outcomes
Pay only once

Flexible options to empower
Service Delivery Managers




Supporting Our Customers Business Continuity in
a Changing World

stomer Focused
Support Services

Traditional
Support
Services

Paradi agm Shift ...to tailored capabilities that |

Increase Operational
Efficiency and Minimize
Business Disruptions

From managing
infrastructure...

“Fix It For Me” “Manage My Business
“Keep it Working” and Operational Outcomes”



1. TS Advantage Operational Outcomes

Customer-Defined

Minimize
Business
Disruptions

Increase
Operational
Efficiencies

Gold

DEEP TECHNOLOGY SUPPORT

/

Silver
TECHNICAL SUPPORT

/

Bronze

OPERATIONAL SUPPORT

Increase staff = |ncrease staff
productivity

Enhance IT asset
utilization

SMARTnet, Smart Net Total Care, SP Base

Platinum
IT AGILITY SUPPORT

Exclusive Benefits

=  Reduce Time to
Restoration

= Reduce Unplanned
Downtime

=  Reduce Planned
Downtime

= Enhance IT Agility

= Increase staff
productivity

= Enhance IT asset
utilization




o

oo

Fi

Bronze: Operational Support

Bronze

Lo e Increase Operational Efficiency
Outcomes
Customer Increase Staff Enhance IT Asset
Benefits Productivity Utilization
Llisect 1. Asset Management
Management
Features

2. Service Reporting
and Analytics

3. Knowledge

Management

©2013-2014 Cisco and/or its affiliates. All rights reserved.

< < Benefits

SRS

Extension of Your Team

+ Operations Manager
+ Asset Manager
* Learning Advisor

Restores normal service
operations as quickly as
possible

Minimize adverse impact of
incidents on business
operations

Increased productivity
Better business decisions
Better IT Asset management
Quicker and simpler SR
Resolution




Outcomes/Features At-A-

Increase Operational Efficiency

Asset Management
Incident Management

Knowledge Management

Minimize Business Disruptions

Incident Mgmt and Problem Mgmt

Continuous Service Availability Mgmt
A l\/
Customer Defined

\%tomized Services

Bronze
@ OPERATIONAL SUPP
/ /

Silver

TECHNICAL
SUPPORT

/

Gold

DEEP TECHNOLOGY
SUPPORT

Platinum
@ IT AGILITY SUPPORT

Dedicated Support Team



Bronze Deliverab

Incident Management

Reports and Analytics

Knowledge Management

Deliverables

Bronze
OPERATIONAL SUPPORT

Provide 8x5 support with single point of contact for all incidents
Provide 24x7 support for all S1 and S2 incidents

Coordinate support organizations, escalation process and customer
resources

Provide information support for EOL products

Provide operational post incident review and update processes

Deliver quarterly and/or monthly reports on:
* Service Request Reports (Bond and CSOne) and status of all
open SRs
* Service Delivery Level Performance Reports (RMA)
* Deliverables and activities provided during the immediate past
* Engineering Failure Analysis (EFA) progress
Coordinate the return of products
Track progress of open SR(s) and addresses outstanding issues
Conduct weekly meeting to review SR status reports and follows-up
on actions

Provide a Remote Learning Advisor

Provide Cisco Technical Education (CTE) : 5 Passports

Provide Cisco Training on Demand Library : 3 Passports

Provide Operations troubleshooting and best practices training
as needed



Bronze

QPERATIONAL SUPPORT
Inue

Bronze Deliverables

Asset Management * Create a baseline or starting point inventory

* Deliver a report on RMA delivery performance with recommended
actions, if any

* Document and follow an agreed upon process for identifying and
carrying out moves, adds, changes and deletes including but not
limited to the completion of the requested changes

* Create and maintain a customer definition file which lists all
company names and variants used to identify the customer in
Cisco’s service information systems

* Recommend changes to address inventory issues such as
compliance, service coverage, co-termination, and location

* Deliver monthly ad hoc summary and detail reports on the
inventory as needed by the customer, partner, or other Cisco
personnel

* Develop, Monitor and maintain asset management related metrics
such as coverage rate and unreturned RMAs

* Support Smart Net Total Care Deployment & Adoption (Only
available when the customer has SNTC)




Incident Management
and Problem
Resolution

Reports and Analytics

Knowledge
Management

Silver

Sl Ive r Del Ive ra b I @ NETWORK SUPPORT

All the Bronze Deliverables, plus:

Provide 24x7 HTTS Support

Provide 8x5 HTE Support

Create baseline technical documentation of complex operation processes
and

Procedures

Provides initial response and regular progress updates to customer
Provide technical post incident review and update processes

Deliver quarterly and/or monthly personalized reports
* Known Error Reports (CDETS)

Post Incident Operational Report - B

Root Cause Analysis (RCA) Report - S

Operations Incident Management Readiness - S

Proactive Operations Excellence Assessment - S

Provide Curriculum Planning Services: 40 hours
Provide Cisco Technical Education (CTE) : 15 Passports
Provide Cisco Training on Demand Library : 4 Passports



Gold

G O I d Del IVe ra b | Q DEEP TECHNOLOGY FOCUS

All the Bronze and Silver Deliverables, plus:

Incident Management * Performs diagnostics and troubleshooting on S1 and S2 incidents (24 x 7)
and Problem based on deep customer network knowledge and highest engineering
Resolution expertise (HTE, HTTS)

* Establish root causes of network infrastructure issues

Maintenance Window Schedule Maintenance Window
Support * Review technical Method Of Procedure (MOP) for major changes
« Support change management process and assists technically, as
needed, for critical maintenance window coverage (HTTS: 24x7,
HTE 8x5)
» Create software upgrade list as needed to address critical problems
at device level

Monthly Service Level Agreements (SLAs) Reports
* Monthly CSAM reports to the customer to deliver the findings of the

Reports and Analytics

analysis
Knowledge * Provide Curriculum Planning Services: 80 hours
Management * Provide Cisco Technical Education (CTE) : 21 Passports

* Provide Cisco Training on Demand Library : 16 Passports
* Provide 1 week of Closed Enrollment classroom training: 1 (private

classes for up to 12 students)
e Provide 1 week of Obpen Fnrollment claccsroom traininc: 5 (ohen claccec



Gold

GOId Deliverables o \ﬂ-:EePHCHNOLOGYFocus
Features ____|Deliversbles

Continuous service  « Provide preliminary analysis of available data for the past 6 months .

Availability This includes, but is not limited to, % availability, DPM by Root
Management Cause, DPM by Geographical location/site, etc.), Mean Time to
(CSAM) Restore analysis (sorted by the filter of root cause).

* Review results with customer

* ldentify and develop areas of improvement and action plan for
correction

* Monthly reporting and monitoring on both the condition of the
network as well as impact of actions taken based on previous plans.



Fpatures

Platmum Experts

Proactive
Maintenance
Window Support

Reports and
Analytics

Knowledge
Management

Customer
Services

Platinum
RERATIONAL PARTNER

. nghest trained operatlonal and technical staff provide the highest
level of customer care
Provide local language support as needed
Provide local HTTS support matching customer NOC locations
Provide proactive escalation support on S1 and S2 incidents and
catastrophic outages

Lead the maintenance window activities with the Platinum Experts
Proactive monitoring of the network with custom-built scripts
Participate in all design modifications with the Cisco AS team as
needed

Provide customer reports and updates every 8 hours

Open SRs on behalf of the customer to resolve multivendor issues

Custom Reports

Provide Transfers of Information (TOI) and Knowledge Transfers by the
Platinum Experts

Provide custom SLAs and KPIs

Provide coverage for new technology acquisitions

Provide data security and privacy operational rand technical
requirements reviews



Cisco Services Toolkit

Cisco Service Contract Centre
One Tool does it all: CSCC is the online Cisco services tool to manage all your contracts. Within this tool
you can configure, order, manage, register and renew services.

Cisco Service Finder
Online Cisco services tool to determine which services are available for specific product

Cisco Service Availability Matrix: Do you want to offer services in London, Mexico City, Kuala Lumpur,
Antwerp, Amsterdam, and Cape Town? With this tool you can check which service level you can offer on
Cisco products on any location.

Interactive Services training: This on-line training tool will help you to understand the Cisco Lifecycle
services strategy. It is a perfect tool to train your sales people and teach them how they can sell Cisco
services.

Cisco End of Sale Products: Do you want to know if a certain Cisco product is End of Life or End of Sale?
This tool will show you a list of all EOL-EOS products.

Cisco Profile Manager: Cisco.com users can use the Profile Manager to view which Services contracts are
associated to their profiles.



http://www.cisco.com/c/en/us/services/ordering/cscc.html
http://www.cisco-servicefinder.com/
http://tools.cisco.com/apidc/sam/search.do
http://cisco.partnerelearning.com/Saba/Web/Main
http://www.avvio.net/cisco_sms/userguide.html
http://www.cisco.com/en/US/products/prod_end_of_life.html
https://tools.cisco.com/RPFA/profile/edit_entitlement.do?Tab=3

Technical Services Overview - Tools

- Tools To Use:

« CSCC (to check Quotes, Support Contracts, support status on a SN#, etc.)
https://apps.cisco.com/CustAdv/ServiceSales/smcam/requestStatusDispatch.do?methodName=onDashboard
Action

« SNIF Reports (in CSCC)

Always enter the Serial Number (you have to use an EXCEL template in an old EXCEL version the tool is aligned with), the
Product SKU is a benefit
Report shows you all available information behind the SN#, including shipment-,install- and support related Info
« Warranty Finder http://www.cisco-servicefinder.com/warrantyfinder.aspx
+ Lists Warranty conditions per product SKU
« Service Finder http://www.cisco-servicefinder.com/
To check what Services are available for what product SKU
This will also list additional required Software support
« Service Availability Matrix http://tools.cisco.com/apidc/sam/search.do
Always enter a zip code (if you don’t have one use a dummy such as 1000 or 10000)

If no exact address available try to select a village/town nearby
Check for all product exceptions listed under a “P” (click it to open) which shows in the SLA table



https://apps.cisco.com/CustAdv/ServiceSales/smcam/requestStatusDispatch.do?methodName=onDashboardAction
http://www.cisco-servicefinder.com/warrantyfinder.aspx
http://www.cisco-servicefinder.com/
http://tools.cisco.com/apidc/sam/search.do

AS Fixed packages

Development

Assessment Services uidance Services Knowledge Services

Services

* Advanced
* Integration

@ * Routing & Switching — « Borderless Networks e Borderless Networ.ks * Network
E +  Network Device Security Guidance Service I.)evelop;ne‘r;t Service :?fras;tr:cture
ES Assessment Service e Standard Standar nowledge
i « Advanced * Advanced Service
— * IPv6 Assessment .
9 * Service Identity * Identity Services Engine . x\::;t‘e:’f::ge
q q Guidance Service
2 *  Services Engine i
)
T *  Security
Knowledge
Service
D
* Unified Communications . S Q
Manager Assessment Service * Unified Communications * Unified Communications * Collaboration g
i 5 ) Guidance Service Development Service Knowledge Service =4
c ¢ Unified Messaging « Standard « Standard Q
_g Assessment Service * Advanced Video * Intermediate ~
o * Video Assessment Service Guidance Service  Advanced S
o » Standard . o
B o PCYETTE *  Video Development =3
o Service ®
S &
* Standard o)
C
O
o
* Data Center Assessment Service + Data Center Guidance Service + Data Center Development * DataCenterKnowledge 3
* Standard Service Service
* Advanced e Standard

¢ Advanced

¢ Private Cloud
Development

e Standard
¢ Advanced

Data Center,
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CCW QUOTES

Cisco Commerce

- :
!'.’ Estimates =4 AdnanMuikic v | B9 | @© | H
A Catalog Estimates & Configurations Deals & Quotes Orders Services & Subscriptions Software
¢ [+ Export 4% Email < Share B Clone {fJ Delete @ Add Tag " Continue Shopping
[wantto ...
ESTIMATE NAME CLICK LICEMCE [0J55221788W) # Global Price Listin US Dollars (USD)
View Estimate Information
ESTIMATE ID CREATED BY CREATED ON
0J5EZ21785W K Adnan hujkic 2Z2-Mar-2016

Q Link to Opportunity

. A Set preferences for this estimate
0 SetlInstall/Service Location

E Combined Service Calculator 1 Add Find Products & Solutions = Actions v

ﬁ See Recommended Global Sales Kits
Remove Selected Lines Validate Apply Discount

Get Improved Security, Advanced [ | & Hardware, Software and Services Lead Unit List Qty Unit Net  Discount Extended
Servi d Traini ! Time @ Price (USD) Price (USD) (%) Net Price
ervice and Training {USD)
I:f‘& Security Subscriptions [] @ 1.0 RUCL-UCM-LICK9 2 days 1,682,164.00 1 1,682,164.00 0.00 1,682,164.00
_ Top Level SKU For 9310 User License -
(E AsFied ebelvery
WALID a5 of 22-Mar-2016 10:37:36 POT
; ; Edit Options | Edit Service/Subscription | Validate  Add Mate | More Actions w Add Subtatal
|¢|l|x Learning Credits

Estimate Total All Prices Shown in USD
Average Product/Subscription Discaunt 0.00% Product/Subscription Total 1,445,400.00
Awerage Service Discount 0.00% Service Total 236,764.00

Total Price 1,662,164.00

- —
Thig Price Estimate does not constitute an offer by CISCO to sell products, butis instead an invitation to issue a purchage order to CISCO until the valid date HELP ? /I



CCW QUOTES 1l

- &
® Plan (Develop an Architectural Strategy, Transtormational Road Map and Designs)
Business Service Sku Name Description List Price Category Fulfillment
ASSESSMENT ASF-CPSA-UCHA oS e BT B S §310000 AS_FIXED up to 90 Days
DESIGN ASF-CPEALUCDI Unified Communications Development Service - $4300000 AS_FIED up to 90 Days
Intermediate
DESIGN ASF-CPEU-UCGA sl Cammim i ezions Buleres S e - §26,000.00  AS_FIXED up to 90 Days
Advanced -
DESIGN ASF-CPSAUCDA Unified Communications Development Serice - $60000.00  AS_FIXED up to 90 Days
Advanced -
ASSESEMENT ASF-CPEA-UMA, CPE Unified Messaging Assessment Service $6,300.00  AS_FI-ED up to 80 Days
ASSESSMENT ASF-CPSAUCRA CPS Unified Communications Readiness $3.100.00  AS_FIXED up to 90 Days
Assessment Service
DESIGN ASF-CPSAUCDS g{‘;‘:‘fdir%”mm””'camns s lgaiEhil S50 - $26,000.00 AS_FIXED up to 90 Days
Wiew A0 w  ltems Per Page Results 7 of 7 Previous 1 v Mext
O Build (validate, mplement and Migrate New Solutions and Applications)
Business Service Sku Name Description List Price Category Fulfillment
DEPLOYMENT ASF-ESG-G-IEXP-DPP EHIENEIRNG SoLUOR RO litersi B $2336200 AS_FIXED up to 90 Days
Dep Filat(1-20) -
DEPLOYMENT ASF-ESG-G-IEXP-TRE EMERGING SOLUTION GROUP Interactive Exp Trg §8.06800 AS_FIXED up to 90 Days
Express Service -
DEPLOYMENT ASF-ESG-G-IEXP-DPS SHIERERE SELIIER E5EII it S $7285000  AS_FIXED i & Bepe
Dep Small(21-50) -
QEDI MY IAENT ASF.FSR.CIFYD TRG EMERGING SOLUTION GROUP Interactive Exp [12 25000 AT FIMED L b0 G0 Day

HELP ?
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