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Your Business Challenge

Increase Return on Network Investment

Keep Networks Up and Running

Maintain Competitive Advantage

Maintain Business Credibility and Continuity

Manage Total Cost of Ownership
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Productivity Lost
# Employees x Hours Lost 
x Burdened Hourly Rate = Loss 

Damaged Reputation
Customers
Suppliers
Business Partners

Revenue Lost
Direct Revenue Loss
Compensatory Payments
Future Lost Revenue

Impaired Financial Performance
Revenue Recognition
Cash Flow
Lost Discounts



© 2007 Cisco Systems, Inc. All rights reserved. Cisco Confidential 4

Productivity Lost
# Employees x Hours Lost 
x Burdened Hourly Rate = Loss 

Damaged Reputation
Customers
Suppliers
Business Partners

Revenue Lost
Direct Revenue Loss
Compensatory Payments
Future Lost Revenue

Impaired Financial Performance
Revenue Recognition
Cash Flow
Lost Discounts

?

No License
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COUNTERFEIT CPE

-Navy Contract
-$250K counterfeit Switches
-Gulfcoast Workstation 
-Subcontractor not paying

-Navy still using it

Government:
'I'm not paying for 
what you gave me,' or 
'I get my money back 
and you're going to 
pay for a new product, 
as well as the cost to 
remove what you gave 
me and install the 
replacement,'"
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SALES CHANNELS

Part Numbers
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STANDARD WARRANTY

SMARTNET Available

New License
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The Cost of Downtime
Productivity Lost

# Employees x Hours Lost 
x Burdened Hourly Rate = Loss

Damaged Reputation
Customers
Suppliers
Business Partners

Revenue Lost
Direct Revenue Loss
Compensatory Payments
Future Lost Revenue

Impaired Financial Performance
Revenue Recognition
Cash Flow
Lost Discounts

SECURITY BREACHES
Lawsuits
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Right-sizing Service Response
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Managed Services Drive Growth

North America
Compounded Annual Growth:

1st QTR South East: 35.7%

33% $36B

2005 2006 2007 2008 2009 2010

$29B

$23B
$18B

$13B
$9B

Technology

IP Voice 64%
Security 28%
Metro E 27%
IP VPN 12%
Storage 12%

Managed Services Trends

Managed services growth is 2X rate of overall technology growth
Mission critical technologies more likely to be consumed as managed services
IT departments shrinking due to economy
Partner with AT&T to sell Managed Services to customers. Save Capex costs

Source: Gartner Dataquest, August 2006; Ovum, July 2006
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Warranty 
vs. 

SMARTnet
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Service Options

-Warranty

-Smartnet

-Smart Foundation for SMB

-Refurbish

-None

Not a feature in support option
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Cisco Warranty vs. SMARTnet Service

Service Features SMARTnet Warranty

Expert Technical Support
24 Hour 

configuration, 
diagnostic & 

troubleshooting 

Full cisco.com 
access

8x5xNBD
8x5x4
24x7x4

Option

Priority Service

Online tools and resources to 
improve your productivity 

Software minor & major releases

Advance Replacement on Parts 10 days

Onsite field engineer to swap 
advance replacement parts

Not a feature in support option
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What is SMARTnet?

Not Just
Break/FixS

M
A
R
T
n
e
t

Software Maintenance (IOS®)

Advanced Replacement (of hardware)

Technical Support (TAC)

Cisco.com Internet Access (variety of tools)

Hardware support designed to meet a variety of customer needs and budgets, 
such as the following:

• 8x5 with next business day parts replacement
• 24x7 with parts replacement in as few as 2 hours
• Onsite support  

For more SMARTnet offerings, please consult the services offerings site: 
http://www.cisco.com/en/US/partner/products/svcs/ps3034/serv_category_home.html
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Core
Support

SMARTnet’s Four Pillars

Pillar #1 Pillar #1 -- IOS Upgrade ProtectionIOS Upgrade Protection

Pillar #2 - Cisco.com (aka CCO)………………… Enhance Internal Staff Skills
IOS Planner Bug Toolkit

Order Status Software Download

Pillar #3 - Technical Assistance Center…………. Augment Your Internal Staff
Access 24x7x365 Cisco Experts
Test Labs Support in over 140 Languages

Pillar #4 - Hardware Break/Fix………………….. Ensure Global Availability
Global Logistics       Field Service Experts
24x7xAnywhere 98% On-Time Rate

“Without SMARTnet services, there is no solution”
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• 75% of 
customers 
update annually

• 274,000 updates 
per month

• Respond to:
• User requirements
• Enhance security, 
performance

• New protocol support
• Interoperability,
trial (lab test)

• $100’s million in 
feature updates

80% of Value is in Cisco IOS Software Refresh!
SECURITY is the #1 reason for IOS upgrades

Core
Support

Cisco IOS® Upgrade Protection

SMARTnet Core Support Pillar #1
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Enhance Internal Staff Skills

• Cisco IOS planner
• Order status
• Electronic ordering
• Configuration 

assistance
• Case open/query
• Bug Toolkit
• Software download
• Troubleshooting 

engine

• 1,380,000 uses 
per month

• “Instant”
solutions (80%)

• 4.2 customer 
satisfaction 
rating

Core
Support

Cisco.com

SMARTnet Core Support Pillar #2
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• Test labs at 
each TAC

• 2000 development 
engineers as backup

• Comprehensive 
knowledge base

• Support in more than 
140 languages

• Industry’s leading 
and award winning 
technical support.

• 24x7 global 
access  to the 
industry’s largest 
and most 
experienced 
support team

• 1500+ Customer 
engineers (500+ 
CCIEs)

• 4.6 customer 
satisfaction rating

Augment Your Internal Staff

HH Brussels
San Jose Raleigh

Sydney

Support Backbone

Core
Support

Technical Assistance Center

SMARTnet Core Support Pillar #3
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• Global logistics 
coordination and 
backup

• 10,000+ Field 
Engineers in 
120+ countries

• 355 stock 
locations with 
$155 Million in 
inventory

• 24x7 anywhere
• Highest 

satisfaction 
rating: 4.8

• 98+% on-time 
rate

Ensure Global Availability

Cisco
Expertise

Parts
On

Demand
Field

Services

World
Class

Systems

Core
Support

Global Hardware Replacement

SMARTnet Core Support Pillar #4
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OPTIONS
for 
Service
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Specialized Support for the SMB

You Are

You Need

On

Running

Investment 
Protection

Essential, easy-to-use and 
affordable support

Routers, switches, wireless,
and VPN/security

Basic applications

Three and five year contracts 
for new and renewals

An organization with 250 or fewer 
network users, and 50 or fewer 
network devices
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Cisco Smart Services for Small and 
Medium Business Comparison

Service Cisco SMARTnet Service Cisco Smart Foundation Service

Type of Service Responsive device coverage Responsive device coverage

Advanced Hardware
Replacement

8 x 5 x NBD

8 x 5 x 4

24 x 7 x 4 and/or 24 x 7 x 2 (onsite 
parts replacement and installation)

8 x 5 x NBD

Onsite Engineer Only with onsite option

Cisco Technical 
Assistance Center (TAC) 
Hotline

24 x 7 access

Business hours (8 a.m.–5 p.m.) 
access to special small and 
medium-sized business (SMB) 
TAC (access levels vary by region)

Cisco.com Knowledge 
Base and Tools Full access Cisco.com SMB knowledge base

Operating System and 
Application Software Ongoing updates and upgrades Operating system software updates 

for bug fixes

Eligible Devices All Select SMB-class data products

Integrated 
Platform-Specific

Cisco Services for integrated services 
routers (ISRs)

Cisco SMARTnet Service for Smart 
Business Communications System

Delivered By: Cisco
Cisco
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Cisco Smart Foundation Service 
vs. Warranty

Service Features Cisco Smart Foundation Warranty

Expert Technical 
Support 8 a.m. – 5 p.m business day No

Online Tools and 
Resources

Cisco Smart 
Foundation Portal No

OS Software Updates Operating system software 
updates for bug fixes No

Advanced Hardware 
Replacement 8 x 5 x NBD 10 days

Hardware Coverage 
and Duration

All hardware yearly or 
multiyear contracts

Replaces defective 
hardware only
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Cisco Smart Foundation Service

Ensures 
operational 

reliability

Easy, 
cost-effective 

network support 
for the SMB

Protects 
customer
network 

investment
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Global Support in Local Languages

Local Language 
Support in: English Spanish

Portuguese French

Italian German

Chinese Japanese
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SMART Foundation vs. SMARTnet

TAC 8x5

Same Day Ship Advanced 
Replacement 

Operating system bug fixes

SMB management assistance 
tools 

Tailored to SMBs

SMART 
Foundation SMARTnet

Ultimate Coverage 

TAC support 24x7x365 

Multiple Adv. Replacement 
options

Major/Minor Software Releases

Cisco.com – Online Tools and 
resources 
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SMART Foundation vs. SMARTnet
8x5xNBD

Router List Cost SMARTNET
List $/yr

SMART Foundation 
List $/yr

877 DSL $649

$2,395

$51 $24

1841 w T1 $121 $67

SMART 
Foundation SMARTnet

8x5xNBD 8x5xNBD

Discounts 40% 
5 yr 

Discounts 31% 
3 yr 

CISCO1841-T1 1841 bundle w/WIC-1DSU-T1-V2, IP Base, 32FL/128DR
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Multiyear Support 
Contracts
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Multiyear Contract Benefits

Multiyear service options mean more affordable support

Opportunity 
to lock in

prices

Ability to match
service contract
to lease terms

Lower support
costs
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Smart Foundation Multiyear Cost Savings

3 year 
multiyear contract

5 year 
multiyear contract

25% prepaid discount 40% prepaid discount



© 2007 Cisco Systems, Inc. All rights reserved. Cisco Confidential 31

How do I do it ?
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Right-sizing Response
Questions to Consider:

• Is the network mission critical?

• Is it redundant?

• Can the business survive an extended network failure?

• How technical is the end user?

• What are the end users support capabilities?

• Does end-user have support in remote areas?

• Can the end user configure the network?

Reference Guide
8 x 5 x NBD / SMBSA = Edge Devices
8 x 5 x 4 = Core equipment, No Weekends
24 x 7 x 4 = Core equipment, 7 Days a Week
*24 x 7 x 2 = Mission Critical 
On-Site Service = Remote or No Techs
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Multi Year Contracts

What is Cisco Doing 

to Help Partners Sell 

Multi-Year Contracts?
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Leading Questions…for the Customer

Do you think you will be running a Cisco network for 
at least the next three years?

Would monthly payments for your service contracts 
be valuable to you?

Would you be interested in learning how you could 
lock in today’s prices and improve cash flow?

What is your internal rate of return (IRR)?

How much time do you spend renewing your 
contracts every year?
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Benefits of Multi-Year SMARTnet Contracts

Partner Benefits Customer Benefits

Increased Revenue Recognition
Provides Additional Discount:

2 years = 4%
3 years = 7%

Increased Margin Opportunity
Lower Administrative Costs
Lock out Competition
Improve Customer Satisfaction

Price Protection – Lock in 
Today’s Prices

Greater Discount

Lower Administrative Cost

Avoid Lapse of Coverage due to 
Late Renewal

Improve End User Satisfaction

Option for Monthly Payments 
when leased

0% Cisco Capital Services Only 
Leases
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Justifying the Services Investment

• Introduce services early 

• Take a solutions selling approach

• Explain the value of all the features

• Use testimonials or success stories whenever possible

• Illustrate the cost of downtime

• Break down the cost of downtime vs. cost of services
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Handling Customer Objections

I do not have budget for a three year contract 

I only have one year of money budgeted for the 
SMARTnet contract

What if I take some of the equipment out of the network 
before the end of the three year contract?
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Financing and Leasing Solutions

Financing is one of the most important tools you have to manage 
a customer's budget concerns and promote multiyear contracts

• Faster Deployment

• Improved cash flow

• Budget management
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What’s in it for you?

Increased revenue and profit

Enhance customer satisfaction & repeat       
business

Customer satisfaction rating

with service 4.8%
without 3.2%

Reduce competitive threats



© 2007 Cisco Systems, Inc. All rights reserved. Cisco Confidential 40

Service Tools:

• Services Best Practices Checklist
• Sample SMARTnet Waiver
• Sample Renewal Quotations
• Multiyear Benefits
• Value of a Services Practice
• Letter of Authorization
• Best Practices Template
• Cisco Reference Sheet
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Procuring Cisco Product/Services

Establish relationship with a Cisco Authorized Distributor:
Comstor
Ingram Micro
Tech Data
ScanSource
D&H Distribution

Re-Certification Required Before Service Can Be Entitled on 
Equipment bought elsewhere ie: 

Used Equipment
Equipment that has not been under a SMARTnet contract
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Key Take-Away’s

Services is Not Just Break Fix – Lead with IOS!

Multi-Year Benefits and 0% Cisco Financing

SMARTnet Programs and promotions

Services = Profitability!
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Where to Get Help?

Partner Service Center 
(PSC):
• SCC Navigation
• Contract Management
• Renewal Quoting Navigation
• Virtual Token Registration
• CCO Login & Contract 
Access 
• Contract to Contract Move 
Errors
• Serial Number Validations

Click-on the Feedback Link

Telephone Support: (800) GO-CISCO
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For More Information
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For More Information

Cisco Smart Foundation Service: 
www.cisco.com/go/smartfoundation
Cisco Smart Foundation Portal: 
www.cisco.com/go/sfsportal
Cisco Smart Services for Small and Medium Business: 
http://www.cisco.com/en/US/products/ps6888/
serv_category_home.html
Cisco Services: 
www.cisco.com/go/services
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Warranty 
vs. 

SMARTnet
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