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~ SMARTnet vs. bezna zaruka
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SMARTnet

Advance HW replacement
SLA
Pristup na TAC

Pristup do ,znalostnej
databazy

Moznost’ update FW
Moznost’ upgrade FW
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Bezna zaruka

Vymena HW do 30 dni
Bez SLA
Bez pristupu na TAC

Bez pristupu do ,,znalostnej
databazy

Bez moznosti update FW
Bez moznosti upgrade FW
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SMARTnhet Bezna zaruka

Funkéné

il zariadenie u
Funkcné koncového

zariadenie u zakaznika
koncového
zakaznika

Zavada

vadného
zariadenia

Vratenie tovaru
i predajcovi

Nahlasenie do

isco zasiela novy Cisca cez SCC
kus

Vratenie tovaru
H|  distributorovi
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SMARTnNet vs. bezna zaruka

Problems in the IT World
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Technology;

20%

40% \,

Operators
Mistakes

*Inconsistencies due to
Managers Change
«Lack of Processes

40%

Applicatior
Failure _

Hardware
‘Environment Issues
Natural Disasters

«Software Issues

Source: GartnerGroup
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SMARTnNet Service Levels
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. Service .
Service Level Description
Code P

SMARTnet Advance Replacement parts are delivered the next business day from 9 am. to 5 p.m. (provided the
SNT ; . .

8x5xNBD request is received before 3 p.m. local time).

SMARTnet 8x5x4 | SNTE Aduance Replaceme_nt parts are delivered within four hours of determining that part replacement is

required (Monday-Friday, 9am. to 5 p.m.).

SMARTnet Advance Replacement parts are delivered within four hours of determining that part replacement is
SNTP .

24x7x4 required (24 hours a day, seven days a week).

SMARTnet Advance Replacement parts are delivered within two hours of determining that part replacement is
S2P :

24x7%2 required (24 hours a day, seven days a week).

SMARTnet Onsite Advance Replacement parts, with a field engineer, are delivered the next business day from 9a.m. to 5
OSI/CS . . . .

8x5xNBD p.m. (provided the request is received before 3 p.m. local time).

SMARTnet Onsite Advance Replacement parts, with a field engineer, are delivered within four hours of determining that
OSE/C48 : : .

8xbx4 part replacement is required (Monday-Friday, 9am. to 5 p.m.)

SMARTnet Onsite Advance Replacement parts, with a field engineer, are delivered within four hours of determining that
OSP/C4P : _

24x7x4 part replacement is required (24 hours a day, seven days a week).

SMARTnet Onsite Advance Replacement parts, with a field engineer, are delivered within two hours of determining that
PREM/C2P : .

24x7x2 part replacement is required (24 hours a day, seven days a week).
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e Urovne dostupnych servisov pre produkty
wwWw.cisco-servicefinder.com

e Dostupnost’ servisov podla lokality — Service
Availability Matrix (SAM)

http://tools.cisco.com/apidc/sam



http://www.cisco-servicefinder.com
http://tools.cisco.com/apidc/sam

Cisco - Services Finder

r
ALEF N y
B0 DOVERUITE SuNTM
Service IP5
05 Signature
Onsite Advance Updates Software Software and Direct Cisco.com
Field Hardware and Application  Application Engine TAC KnowledgeBase  Automated
Engineer Replacement Upgrades Updates Upgrades Updates Access  Access Tools
Cisco Suggested Service
2Hr Onsite Premium (CON-PREM-A S5BUNKS) v v ez 24 | Unrestricted Unrestricted
x7
More Service Options
2 HR. PREMIUK SMARTnet 72462 Wes: 2dxTxE v ez 24 | Unrestricted Unrestricted
(CON-S2P-AS5BUNKS) xT
On-Site 24x7x4 Service v v ez 24 | Unrestricted Unrestricted
(CON-OS5P-ASSBUNKS) xT
On-Site 8x5x4 Service e v ez 24 | Unrestricted Unrestricted
(CON-OSE-ASSBUNKS) xT
SMARTnet 24x7x4 Service es: 2axTxd v wes: 24 | Unrestricted Unrestricted
(CON-SNTP-ASSBUNKS) xT
SMARTnet 8x5x4 Service es: Bxoxd v wes: 24 | Unrestricted Unrestricted
(CON-SNTE-ASSBUNKS) xT
ONSITE 8X5XNBD Cizco 10000 eight =lot chassis 1 PRE3 v v wes: 24 | Unrestricted Unrestricted
(CON-05-AS5BUNKS) xT
SMARTnet 8x5xNBD Service es: NBD AR v wes: 24 | Unrestricted Unrestricted
[CON-SNT-AS5BUMNKS) xT
SMB Support Azziztant Yesz: See v ez Unrestricted Unrestricted

(COM-3MBS-AS5BUNKS) Comment



Service Availability Matrix (SAM)
e

Service A

Result

Showing Service Availability for: o

vailability Matrix: Search

Click 'P" links for exceptions.
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Promo a zl'avy ha SMARThet

Grow Your
Services Business

e 3 roky za cenu 2
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Zakladna Groveri SMARTnet + GARANTOVANE SLA:

 ENHANCED (8x5xNBD)
e SILVER (24x7x8)

e GOLD (24x7x6)

e PLATINUM (24x7x4)
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VYHODY

e Garantovana sluzba
e Manazment a administrativa v rézii ALEF NULA
e Tim skusenych technikov
e Servisny sklad HW

o Komplexnost' riesenia
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Kvalitna podpora = fungujuci systém = spokojny zakaznik
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