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* [Mopgpoepxka knueHToB 13 120 cTpaH
= 350,000 cepBUCHbIX 3aMpocoB B KBapTarl



TexHonornu, nogaepxmBaeMbie POCCUNCKOU
komaHgom Cisco TAC

Mbl nogaepkmsaem Kencbl npuoputeToB 3 U 4 No crieayroLwmm
TEXHOMNOIMMNAM:

* Routing (texHonornm 10S 1 I0S XE, NnpoTOKOMbI MapLipyTmMsauum)
 Platforms (ISR, ISR G2, ASR1k, ASR90x, ISR44xx/43xx, 7200, 7300, 10k)
* |OS XR (GSR12k, ASR9k, CRS)

« Switching (high-end platforms: 45k, 65k, 76k, VSS)

» Data centers (Nexus 7k, Cat4900 — orpaHu4yeHHasi nogaepxka)

. (ASA, FWSM, Bce tunbl n nnargopmsel VPN, IPS)

* Voice (CUCM, CUBE, Contact Centers — UCCX, UCCE)

 Telepresence

TexHonornu, He nNepevYncneHHble Ha JaHHOM crnanae, a Takke KeUChI
npmnoputeToB 1 1 2 nogaepxmeatotca gpyrmmm komadHgamm Cisco TAC Ha
aHIMUUCKOM Si3blKe.



Y10 HYXXKHO 3HaTb O TEXHNYECKON noaaepxKKe




UYto BXoauTt B obsasaHHocTn Cisco TAC
cornacHo KoHTpakty SmartNET

= PelwleHne npobrnem tmna «paboTtano, HO crioManocby, Korga paHee
HaCTPOEHHbIN PYHKUMOHAr nepectan paboTaTtb

= [lomoLLb B HAcTponke HOBOro oyHKLUMOHarna (He HacTPOEHHOIo paHee
Ha obopyagoBaHUM 3aKa3dnka):

« [oOTOBblE NPUMEPLI KOHJUrypauum
« (OTBeTbl HAa KOHKPETHbIE BOMNPOCHI N0 (PYHKUMOHAnNy

« BoamoxHa HacTpouka pyHKumoHana nHxeHepom TAC Ha npumepe
OAHOro yCTpomncTea

= OTBETbI HA BOMNPOCHI, Kak paboTaeT TOT U MHOWN DYHKLIMOHAT, K
Kakou oyHKLUKMOHanN nyywle noaxoauTt Ans peleHnsa Tom Unm MHou
3aga4u

* MHdpopmuposaHue o barax n sepcusx MO, B KOTOPbIX OHU
ncnpasrieHbl

Bo Bcex cny4yasax gencrtByeT npaBuno «1 npodbrnema Ha Keuc»



Y10 He BXxoauT B o6s13aHHOocTU Cisco TAC

= PaspaboTka ansanHa cetu nog TpeboBaHUs 3akas4ymka u
oduumnanbHble pekoMmeHgauum no Belbopy AnsanHa

= OdomumansHble pekomeHaaunu no Belbopy Bepcum MO noa
KOHKpETHble TpeboBaHUA 3aKa3vnka

= [lonHaga HacTporka obopyaoBaHUSA «C HYNA»

= PekomeHaauum, oTBETbI HA BOMPOCHI U TPabnLwyTUHI KOHdUrypaumn
nnun yHKUMOHanNa, He nogAaepXXUBarLWMXcAa Ha nnatdopme
3aKkas4unka

= TpabnwyTunHr npobnems! B cuTyauum, Korga oTCyTCTBYHOT J10rM Unu
NHble OOBbEKTUBHbLIE CBUAETENLCTBA, NOATBEPXKAAOLWNE HaN4Yue
npooGrnemMbl



YTo BKNOYaeT B cebs padboTta Hag KeMcom

OcHOBHOM npouecc pewweHUusa nboro Kemca — CaMoCToATENbHbLIN COOp
AaHHbIX C 060pyAOBaHUA 3aKa34MKOM, U UX NOCreayoLwWwmMn aHanus
UHXeHepom TAC

B cnoxHbIx crny4asx 3to aenaet uHxeHep TAC no Webex

UnxxeHep TAC MmoxeT nonpoboBaTb BOCNpPOM3BECTU Npodnemy B nabopartopumn
TAC

Mpn HeoGXxoQUMOCTH NPUBMEKAIOTCA Pa3pPadOTYMKN U UX ICKANALMUOHHbIe
KOMaHAbl

Ecnun ObICTPO HaNTU NPUYUHY NPOONEeMbl He yaaeTcs, BO3MOXHO NnpuBne4vyeHne
Cisco Account Team n agMMHUCTPaATMBHAaA 3CKanauus

Ecnu npobnema ngeHtudmumpoBaHa U 3TO HOBbIU 6ar, ToO OH OTKpbIBaeTCcH
uHxxeHepoMm TAC u nepepaeTcs paspadboTynmkam

Korpa npo6bnema He BocnpousBoautca B nabopatopum TAC, BO3MOXEH BbINYCK
nHxxeHepHoun Bepcum MO (engineering build) ¢ noTeHUManbHbLIM UcnpaBrieHUEM
ANS TeCTUPOBaHUA B CeTU 3aKa34vuka, nmobo xe debug image ana coopa
AONONIHUTENIbHON ANAarHOCTUKU B CeTU 3aKa34uumKa

Nocne nosiBneHus nobdoro ucnpaerneHuna koaa (6arcgpukca) Heo6xoaMMo BpemMs Ha
ero TecTupoBaHue U Ha BbINYCK NpoMeXxyToyHon (interim) Bepcuum MO



YTto TpedyeTca OT 3aKa3uuKa

= [lpepocTtaBuTb onnucaHue npobriemel, Tononoruo, “show tech” n gpyryro
NHGOOpMaLMIO, 3anpoLleHHY0 nHxXeHepom TAC, 6e3 peaakTUpoBaHUS
(yoaneHus IP agpecoB v np). M3 KOHGUroB gonyckaeTtcs yaansTb TONbKO
Naposnun n KIo4n.

= OTBeYaTb Ha Bce Bornpockl nHxeHepa TAC, He nponyckaa nx. B cnydae
HEBO3MOXHOCTU OTBETUTb Ha Kakon-nNnMbo BONPOC, HY>XHO COODLLUTL 00 aTOM.
B npotnBHOM criydae mbl Bygem xgatb oTeeTa!l

* He meHATL Subject nMcbmMa ¢ HOMEPOM Kenca u He yaansaTb agpec
n3 CC: (Haxxmmatb Reply to All npu oTtBeTe).

- I'Ieperu/lCKa BO3MOXHa Ha PyCCKOM UIn AHITIMUCKOM A3bIKax Mo XeraHuto
3aKa34UnKa

= Bce norn n TekctoBble dpansnbl pasmepom 40 SMB xenaTtenbHO npuckiiaTh
aTTaymeHTamu .txt. He BknovanTe gnuHHble doannbl B TENO NMcbMa.

= bonbLwmre dannbl HYXXHO 3arpyxaTb B Keruc dpoysepom rno HTTP ¢ nomMoLLbto
Support Case Manager nnu nepecoinaTb 4Yepes


mailto:attach@cisco.com
ftp://ftp.cisco.com/
http://www.cisco.com/web/about/security/intelligence/01_12_TAC_Uploads.html

OTKpbITNE CepBUCHOrO 3anpoca




Mpexae, 4YeM OTKpbIBaTb 3anpoc...

Ybegutecb, 4TO y Bac eCTb Heobxoanmas
MHpopMauns ang ero OTKPbITUSA:

1. HazBaHue Bawen KoMnaHuu, kotopoe n3eectHo Cisco
Systems.

3. CepnmnHbIe HOMepa YCTPOMCTB, LLACcCu, NN CeTEBbLIX KapT, C
KOTOPbIMU Bbl UCMbITbIBAETE Npobnemy

2. Homep KOHTpaKTa Ha TEXHNYECKYIO NOAAEPXKKY BaLLEro
obopyaoBaHusi ¢ TeMU S/n, C KOTOPbIMWU BO3HUKIIA Npobriema

4. Baw CCO ID, accounnpoBaHHbI C AaHHbIM KOHTPAKTOM Ha
TEXHUYECKYIO NoaaepKKY

5. Onpenenute, Kakoe BNUsAHME Ha GU3HecC Ballen KOMNaHuu
oKasblBaeT AaHHasi npobrnema



OTKpbITUE cepBUCHOro 3anpoca B TAC

CepBUCHBLIN

3anpoc

Severity 3

OHnawH

tac@cisco.com Support Case
Manager Tool

TenedoH E-mall

Mcnonb3yeTtca angd
Severity 1 nnn 2

Ncnonbe3syeTtca ans
Severity 3unmn 4

Ncnonbayetca ans nobon
Severity



Ucnonb3oBaHue Support Case Manager

uuls Support and Downloads - Cisco Sy... | ==

Worldwide [change] ne, Oleg Tipisov

Products & Services How to Buy Training & Events Partners

CIscoO

Support and Downloads

W
Product Support Downloads Contacts / Support Cases Services | SMARTnet
. Select a Product v
Routers Application Networking Services
My Recently Viewed Products | My Added D
Switches Cloud and Systems Management
Wireless Conferencing (Video, WebEx) Cisco ASA 5510 Adaptive Security Appliance

Security (VPN, Firewall)

Networking Software
(10S & NX-0S8)

Collaboration Endpoints
(Phones)

Unified Communications
(CallManager, Jabber)

All Products

Customer Collaboration

Interfaces & Modules

Optical Networking

Physical Security & Building Systems
Senvice Exchange

Storage Networking

Unified Computing & Servers

Universal Gateways & Access Servers

Video

Cisco IPS 4270-20 Sensor - Download
Software on Chassis : Cisco 1841 Integrated !
Cisco ASA 5550 Adaptive Security Appliance
Cisco ASA 5585-X Adaptive Security Applianc
Cisco IPS 4360 Sensor - Download

Software on Chassis : Cisco ASA 5512-X Ada
Download

Cisco IPS 4345 Sensor - Download

Edit My Recently Viewed Products List



Ucnonb3oBaHue Support Case Manager

Support and Downloads

Product Support Downloads Contacts / Support Cases

My Open Support Cases

Qopen or view a case _ydU need a
serviterones

RMA Return Instructions

Enterprise and Service Provider
Products

U.S. / Canada 800-553-2447
Worldwide Phone Numbers

Small Business Products

U.S. / Canada 866-606-1866

Worldwide Phone Numbers
View All My Support Cases | Ordering and Cont



Ucnonb3oBaHue Support Case Manager

Support Case Manager

o Welcome to the Support Case Manager http://www.cisco.com/web/help/reg/fag_reg.html

—

End User Cisco.cdm ID: |otipisoy \( Continue

Find: = New Case elete (g Export View Open cases v

Case/Draft Title Status Severity Date Updated «

0 results found



YnpaBneHue npuopnutTeTom




YTo Takoe Business Impact...

Business Impact — 3To TO, KaK BnusieT ooOHapy>XeHHas
npoobrieMa Ha OCHOBHbIe OU3Hec-npouecchbl Ballew
KOMMaHUM.

[Tpumep npobnembi:
Omeka3 mapwpymu3amopa 8 orepamope cesi3u

Business Impact:
[lomepu 20510c08020 Mpadchuka
[Tpumep npobnembsi:

Omka3 kKommymamopa ogucHou cemu baHka

Business Impact:
Heego3MoxXHOCMb 8bINONHEHUS mpaH3aKuul U 3aKpblimus rnpo8oo0oK



YTo Takoe Severity?

Severity (severe, 1Jam. — cepbe3HOCMb) — 3TO YPOBEHb
cepbe3HOoCTU nNpobnembl ¢ obopynoBaHunem Cisco,
KOTOpasi ABunacb NpUYNHON OTKPbITUA CEPBUCHOIO
3anpoca.

P

Severity — ato He:
- CTOMMOCTb BalLIero KOHTpaKTa Ha 06CryXnBaHme

- ypOBeHb NPOMKOCTU Ballero rosfioca rnpn oTkpbITnn 3arnpoca ©



OnpeneneHuna Severity

Severity 1: Bawa cetb nonHocTblo HepaboTocnocobHa, ee paboTa
KpaHe HecTabunbHa WU HecnocobHa noaaepXuBaTb 6U3Hec-pyHKLUN
Bawen komnaHuun. Cisco u Bbl A4OMKHbI rapaHTUpPOBaTb AOCTYNHOCTb
BCEeX pecypcoB ANA pelleHns npobremMbl No cxeme 24x7.

Severity 2: ceasmocts, NPOU3BOAUTENBLHOCTb UMK yNpaBfieHUe CeTbio
CyLLeCTBEHHO NnocTpanasnu, XoTs U B MeHbLUel CTeneHu, Yem npu
Severity 1. Cisco u Bbl gonxHbl rapaHTMpoBaTb AOCTYNHOCTb BCeX
pecypcoB AnsA pelueHusi Nnpo6nembl B pabo4yee BpeMsi.

Severity 3: MponsBoauTensHOCTb CeTU YMeHbLIUMAacb, XOTA
OOoNbLWNHCTBO OU3HeC-hyHKUMN BbinornHaeTcA. Cisco u Bbl AOMKHbI
rapaHTUMpoBaTb AOCTYNHOCTb BCEX PecypcoB Ans pewweHus npoodnemMsbl B
paboyee Bpems.

Severity 4: Mpo6nema He 3aTparnBaeT (PyHKLUMOHaNbHOCTbL ceTU. Bam

HeobxoaMma uHopmMmauMoHHasA nogaepxka nnm nomoub Cisco no
HacTpouKe Unu yctaHoBke obopyaoBaHus. Cisco 1 Bbl AOMKHbI
rapaHTMpoBaTb AOCTYNHOCTb BCEX pPecypcoB AN pelleHusa npobrnemsl B
paboyee Bpems.




Bpems oTKnuKa B 3aBUCUMOCTHU OT Severity

= [1o kencam npuoputeTa 1 1 2, a TaKkKe rno Kemcam npuoputeTta
3 n 4, oTKpbITbIM B pabo4yune yacbl no koHTpaktam SMARTNET,
BpeMs OTKInKa coctasndeTt 1 yac

= [Ina kencoB npuoputeTta 3 U 4, OTKPLITbIM B HEpabo4me vachl
(4TO ABNAETCA UCKNOYNTESIBHON CUTYaUnen), — He No3gHee
creaytoulero paboyero gHsa

* PekomMeHay0TCA nepnognyeckne obHOBNEHUS MO Kencam
npuoputeta 1 n 2 — He pexe ogHOro pasa B AeHb

= [lepnognyeckme obHOBNEHUA NO Kencam npuoputeta 3 n 4 — He
pexe o4HOro pasa B Hedenwo


http://www.cisco.com/web/about/doing_business/legal/service_descriptions/index.html
http://www.cisco.com/web/about/doing_business/legal/service_descriptions/index.html

Ons yero HeobxoaAMMO TOYHO onpepenaTb Severity?

IOns Toro, 4ToO6bl CAKOHOMUTb CBOE BpPEMSi:

Omkpsbieas ebicoKue ypoeHuU Severity (1 u 2), 8bl OO/TXKHbI
2apaHmuposamse eauly rnocmosiHHyr0 docmyrnHocms 051 pabomsl
¢ uHxxeHepom TAC e meyeHue BCEIO epemeHu pabomsi Hao
3arpocom:

" 24x7 0nsa Severity 1

» B paboyue yacskl Ons Severity 2

Bbicokoe

Severity 1

Severity 2

BnvaHne Ha
CcCeTb

Severity 4

HM3KOGMBHCOKOG
BnnaHune Ha OusHec



OTKkpbITHE Severity 1 n 2
ana knmeHtoB 3 Poccuu n CHIN

1. Ucnonb3yeTca gna:
- OTKPbITUA 3anpocoB Severity 1 u 2;
- 3CKanaumm 3anpocoB ¢ JNIlObIM YPOBHEM Severity.

2. Bce 3BOHKM (B paboune aHu ¢ 10 go 18 yacoB) TepMUHUPYIOTCA Ha
PYCCKOroBOPALUN KOSSI-LLeHTP

/ -) \

Homep B Mockse BecnnatHbin Homep 800

(+7 495) 961-1382 add Bbg’a%”)"‘ ;"gnggg“;zp"c"”” (+7 812) 363-3328

Homep B CaHkT-leTepbypre

AKTyanbHble HOMepa JocTyna CMOTpUTE Ha:
http://www.cisco.com/en/US/support/tsd _cisco_worldwide contacts.html




YnpaBrneHue 3cKanauumeun




YTto Takoe ackanauuma?

Jckanauusa (escalation, aHan. — pacwupeHue) —
pacLUMpeHne Kpyra N, BOBMEYEHHbIX B peLLEHNE
npobrembl, KOTOpasi ABMacb NPUHUHOWN OTKPLITUS
CEpPBUCHOIO 3amnpoca, a Takke pacrnpocTpaHeHue
MHpopmaunm o npobneme BHyTpU Cisco.

MHCcTpyKUuMAa no ackanauum:
http://www.cisco.com/cisco/web/support/RU/tac
OverviewDocs/Escalation-Public.pdf

JcKanauusi — 1o He:

- NOBbILLEHUNE NPUNOPUTETA

- YBENUYEHME KONMMYECTBA BPEMEHU, KOTOpoe ByaeT 3aTpayeHo Ha
BaLly npobnemy

- NOBbILLIEHNE KBanudukauum sawlero nHxeHepa TAC


http://www.cisco.com/cisco/web/support/RU/tacOverviewDocs/Escalation-Public.pdf
http://www.cisco.com/cisco/web/support/RU/tacOverviewDocs/Escalation-Public.pdf
http://www.cisco.com/cisco/web/support/RU/tacOverviewDocs/Escalation-Public.pdf
http://www.cisco.com/cisco/web/support/RU/tacOverviewDocs/Escalation-Public.pdf

[lpouecc ackanauun

TexHU4Yeckas Cust(éme_r Support AOMUWHUCTpPaTUBHaA
ackanauua ngineer ackanauusa
Research \ Team Lead \
Technical Lead \ Manager \

Other Cisco TAC Team \ Duty Manager \
Escalation Team \ _ :
: Cisco TAC Site

Director

Development
Engineering



JcKanauua cepBUCHbIX 3anpocoB TAC

= Komy ackanmpoBaTb CepBUCHbLIN 3anpoc:
PernoHansHomy meHepxepy TAC nnn TAC Duty Manager
= O6s13aHHOCTM TAC Duty Manager:

BHUKHYTbL B npobnemy

Bbloenntb npy HEO6X0AUMOCTM AOMNONMHUTENbHbIE PECYPChI

Kak cBasaTbcs ¢ TAC Duty Manager:

Poccus +7 495 961 1382
YKkpauHa +800 301 2090
Asia-Pacific: +61 2 8446 7411
Europe: +32 2 704 5555
USA: +1 408 526 7209

Monpocutb Duty Manager



Bingo Survey — noMmornte Ham ctaTb nyuwe!

Bingo Survey — 3to Bawa BO3MOXHOCTb BbICKa3aTb TO,
YTO ObIFI0O NO3UTUBHOIO U HEFraTUBHOIO B Xo4e peLueHus
Bawen npobnemsi.

* Bingo — Bawua oueHka paboTbl MHXeHepa TAC, BbINONHABLLEro A5 Bac
TpabnwyTuHr nnn 3ameny obopygosaHus (RMA)

» PaboTta nHxeHepa oueHnBaetcsa Bamm no 5 nnun 10 6annbHoM wkane. 1o ogHa
N3 rnaBHbIX BHYTPEHHUX METPUK OLEHKN nHxeHepa TAC

* [1pn nonyyeHun Bingo ¢ HM3KMMK Bannamu (cogepxawme OTMETKN 3 N HUXKE)
MeHemkep koMmaHabl TAC cBs3blBaeTCcA C 3aKa3dnMKoOM JTIMYHO, YTOObI y3HaTb
NPUYMHY HEOOBOMNbLCTBA PAabOTON NHXEHepa

» Ecnn Bbl XOTUTE OCTaBUTb KOMEHTapUN, HE OTHOCALLMECHA HENOCPELACTBEHHO K
pabote nHxxeHepa TAC, Hanpumep o kadecTtBe 10, unm o paboTe NoOrMcTuKn B
BalleM ropoge, HanuwmnTe nx TeKCTOM B KOMMEHTapusx K Bingo



JononHutenbHaa uHdopmaLus

= TexHnyeckas nogaepxka Ha PpyCCKOM A3blKe
http://www.cisco.com/cisco/web/RU/support/index.html

= O630p TexHn4eckon nogaepxkn (Cisco TAC) Ha pycckom
http://www.cisco.com/cisco/web/support/RU/tac overview.html

* MHCTpYKUMK MO TeX. NogaepKke Ha Supportforums Ha pycckom
https://supportforums.cisco.com/node/12209586#quicktabs-
community activity=1

= Cisco Global Technical Services Quick Start Guide
http://www.cisco.com/web/partners/services/resources/tsquickstart/downloads/
Global Technical Services Quick Start Guide.pdf

= MHCTpyKUuMS no 3arpyske donblunx damnos B TAC
http://www.cisco.com/web/about/security/intelligence/01 12 TAC Uploads.html

* Homepa TeneOoHOB TEXHNYECKON NOoaaEPKKN
http://www.cisco.com/c/en/us/support/web/tsd-cisco-worldwide-contacts.html

= Homepa no3soHa ans Webex (+7 (499) 929-5612 ona Poccun)

http://www.cisco.com/web/about/doing business/conferencing/index.html



http://www.cisco.com/cisco/web/RU/support/index.html
http://www.cisco.com/cisco/web/support/RU/tac_overview.html
https://supportforums.cisco.com/node/12209586#quicktabs-community_activity=1
https://supportforums.cisco.com/node/12209586#quicktabs-community_activity=1
https://supportforums.cisco.com/node/12209586#quicktabs-community_activity=1
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http://www.cisco.com/c/en/us/support/web/tsd-cisco-worldwide-contacts.html
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http://www.cisco.com/c/en/us/support/web/tsd-cisco-worldwide-contacts.html
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http://www.cisco.com/c/en/us/support/web/tsd-cisco-worldwide-contacts.html
http://www.cisco.com/c/en/us/support/web/tsd-cisco-worldwide-contacts.html
http://www.cisco.com/web/about/doing_business/conferencing/index.html

LleHTp TexHn4yeckou lNoanepxku
Technical Assistance Center

NINIr
CISCO

Mbl pAOooOM ¥ Mbl FOBOPUM MO-PYCCKU



