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Maintain Network Health and Operations with Award-Winning Technical Services

What Are Cisco Technical Services?

Cisco® Technical Services are a portfolio of support services that can help you
maintain the health and performance of every Cisco product. Service activities range
from traditional maintenance to proactive and predictive tools that use smart services
to resolve issues quickly and improve network availability. These global, industry-
leading support services can help you achieve and maintain a high-performance
network environment that is secure and stable around the clock.

What Are the Support Capabilities of Technical Services?

The Cisco Technical Services portfolio is built on foundational and extended perfor-
mance capabilities. Capabilities are infused with proactive intelligence that can help
you discover, predict, and resolve network issues faster,; improve network availability;
and lower operating costs. Each service that you purchase from the Cisco Technical
Services portfolio includes one or more of the capabilities shown in Figure 1.

Figure 1. Foundational and Extended Support Capabilities

What Are the Benefits of Technical Services?
A more stable, reliable, and resilient network that helps maintain
business continuity

Critical insight into network operations that helps improve network performance
Strengthened IT security that protects critical resources
Access to network experts and resources that increase operational efficiency

What Technical Services Are Available?

The Cisco Technical Services portfolio includes a wide range of technical services for
general network as well as device and software support, as well as services that are
specific to Cisco technologies. For an overview of the Cisco Technical Services
portfolio, see Table 1.

Availability and Ordering

Cisco Technical Services are available globally and can be ordered through your local
Cisco account representative or Cisco certified partner. Terms might vary by region.
You can find a Cisco authorized partner in your area by searching the partner locator
at www.cisco.com/go/partnerlocator.

For More Information
For more information about Cisco Technical Services, visit http://www.cisco.com/go/ts
or contact your local Cisco account representative or authorized partner.

For more information about other Cisco Services that can help you maintain and
optimize your network, including technology-specific and remote management
services, visit http://www.cisco.com/go/services.

To find the right technical service for any Cisco product, use the Service Finder tool at
http://www.cisco-servicefinder.com. Enter a product description or SKU, or search by
product series family for a list of suggested services and support coverage options.
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Table 1 summarizes the services in the Cisco Technical Services portfolio.

Table 1. Cisco Technical Services Summary

Technical Services Technology-Specific Services

Cisco SMARTnet® Service
* Around-the-clock, global access to the Cisco Technical Assistance Center
(TAC)
* Unrestricted access to the extensive Cisco.com knowledge base and tools

+ Next-business-day, 8x5x4, 24x7x4, and 24x7x2 advance hardware replacement
and onsite parts replacement and installation options,? as well as Return for
Repair on select video products

+ Ongoing operating system software updates within the licensed feature set?
+ Proactive diagnostics and real-time alerts on Smart Call Home enabled devices

Cisco Unified Communications Essential Operate Service

= Specialized technical and maintenance support for unified
communications products

= Maintenance and minor software release updates

- Registered access to the extensive Cisco.com knowledge base
and tools

= Next business day, 8x5x4, and 24x7x4 advance hardware
replacement options available?

Cisco SP Base Service

* Around-the-clock, global access to the Cisco TAC
* Registered access to Cisco.com

- Next business day, 8x5x4, 24x7x4, and 24x7x2 advance hardware replacement,
Return to Factory and Return for Repair® options available’

+ Ongoing operating system software updates'

Cisco TelePresence™ Essential Operate Service
= Consolidated support for voice, video, and IP communications
= Around-the-clock, global access to the Cisco TAC

= Next business day, 8xbx4, and 24x7x4 advance hardware
replacement options as available?

Cisco Smart Care Service

* Network-level coverage for small and medium business needs

* Proactive health checks and periodic assessments of Cisco network foundation,
voice, and security technologies

* Technical support for eligible Cisco hardware and software through
Smart Care Portal

+ Cisco operating system and application software updates and upgrades’

- Next business day advance hardware replacement as available, 24x7x4
option available?

Cisco Services for Intrusion Prevention Systems (IPS)
= Provides IPS intelligence, signature, OS, and detection
engine updates
= Access to Cisco IntelliShield Search Access feature
= Around-the-clock, global access to the Cisco TAC
= Access to the extensive Cisco.com knowledge base and tools

= Next business day, 8xbx4, 24x7x4, and 24x7x2 advance
hardware replacement options available?

Cisco Smart Foundation Service

* Next business day advance hardware replacement as available

* Business hours access to SMB TAC (access levels vary by region)
* Access to Cisco.com SMB knowledge base

* Online technical resources through Smart Foundation Portal

* Operating system software bug fixes and patches

Cisco SMARTnet Service for SBCS

= Specialized service for Cisco Unified Communications 500
platform supporting up to 64 users

= Around-the-clock access to the Cisco TAC

= Next business day, 8x5x4, and 24x7x4 advance hardware
replacement options available?

= Ongoing application and operating system software updates
and upgrades'

= Access to the extensive Cisco.com knowledge base and tools

Cisco Software Application Support Services

* Around-the-clock access to Cisco TAC, including software application experts
= Access to cisco.com knowledge base
* Application software updates and upgrades

Cisco Focused Technical Support Services

3 levels of priority, high-touch services available:
+ Cisco High-Touch Operations Management Service
+ Cisco High-Touch Technical Support Service

+ Cisco High-Touch Engineering Service
Valid Cisco SMARTnet or SP Base contracts on all network equipment required

Cisco Unified Computing Support and Warranty Services

= Helps you get the most from your unified computing investment

= Multiple service levels offer faster parts replacement, proactive
diagnostics, real-time alerts, access to specialized Cisco TAC
engineers, ongoing software updates, and assigned direct
access to Cisco Unified Computing engineers

"Nobody can match Cisco's Technical
Services. | measure all of our vendors’

support against their standards.”

Michael Takita
Director of IT, Law Firm

Cisco Remote Management Services

Provides 24-hour remote monitoring, management, and issue reso-
lution for data center, digital media systems, Cisco TelePresence,
unified communications, unified contact center, security, and
foundation technology solutions
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Hardware replacement is available in various service-level combinations.
For example, 8x5xNBD indicates that shipment will be initiated during the
standard 8-hour business day, 5 days a week (the generally accepted
business days within the relevant region), with next business day (NBD)
delivery. Where NBD is not available, same day ship is provided. Restrictions
apply: please review the appropriate service descriptions for details.

N

Cisco operating system updates include the following: maintenance
releases, minor updates, and major updates within the licensed feature set.

3. On select video products only.
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