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Introduction

This document describes the procedure for obtaining Technical Support through our newly adopted
case management system. This document covers the Cisco.com user ID registration process, how
to contact technical support, as well as how to manage your service request online.

We want you to know that this is only a change in the process through which you receive technical
support. We at Cisco are committed to delivering the same high level of quality service that you are
accustomed to receiving. You will continue to receive support from the same team that currently
provides support.

Registration for a Cisco.com user ID

To contact Cisco Technical Support for questions or issues with your Scientific Atlanta equipment,
you first need to register for a Cisco.com user ID. If you already have a Cisco.com user ID, please
go to step 2 below as you do not need to reregister. To register for a Cisco.com user ID, please go
to the main Cisco webpage (www.cisco.com) and follow the steps described below.

1. Navigate to www.cisco.com and click “Register.”

—
‘Worldwide [change] Log In [ Register § About Cisco
alva]n S
cisco Search Go
Solutions Products & Senvices Ordering Support Training & Events Partner Central

w Small & Medium Business
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» Enterprise
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» Home & Home Office
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* Start 14-day Free Trial Now Find & Service Provider
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2. Fill out the information on the Cisco.com Registration form. If you already have a Cisco.com
user ID, you may use the following link to link your new contract number provided in the
welcome letter (see page 5 for further instructions):

http://tools.cisco.com/RPF/profile/additional csm contracts.do.

T
CIsco

Solutions Products & Services Ordering Support Training & Events Partner Central

crstratnon Cisco.com Registration

Reglster here to gain access to Clsco tocls and Information

Englsh -
Farst Nome * Last Nome *
Company DrganiLabon *

s Line 1 Adkdress Ling 2
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Locata countny code

Login Hame *

select cne b
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3. Upon clicking “Submit” on the first page, you will receive an email sent from Cisco. From the
link provided in this email, you will be directed to this Cisco.com Registration confirmation
page. This step is to verify and confirm and activate your Cisco.com registration.

Please Note: This step in the registration process for a Cisco.com user ID is critical.

Worldwide [change] Login | Register | About Cig
1 I 1l I [
cisco Search |G
Solutions Products & Services Ordering Support Training & Events Partner Central
HOME Welcome to Cisco
Cisco.com Registration Cisco.com Registration
Overview

Thank You for Registering

An emai has been sent to you at doe@gmai.com. To complete registration, check your inbox for an
emai message from Cisco, and follow the ink in the message to confirm your information.

Once you have complsted this step you will gain basic guest access. Piease visit the Profie
Management tocl at any time io updale your profil and preferences, or to regaster for additional
access nghts

Important Note for Cisco Partners: Additional regisiration steps are required once you have
confirmed your e-mail address

If you have questions or need further assistance, please emai web-help@cisco.com

Contacts | Feedback | Help | Ske Map
© 1882.2008 Cisco Sysiems, inc. All rights reserved. Terms & Condiions | Privacy Siatement | Cookie Policy | Trademarks of Cisco Systems, inc.

4. You will need to select the “Get increased access to entitled areas of Cisco.com” radio button
to view and manage your Service Contract on-line, then click “Go Now.”

Worldwide [change] Login | Register | About Cig
aliet] i :
cisco | Search G
Solutions Products & Services Ordering Support Training & Events Partner Central
HOME Welcome to Cisco
Cisco.com Registration Cisco.com Registration
Overview

Basic Registration Complete

'fou have successfully registered with Cisco.com and have basic guest access through your
Cisco.comD.

Please choose how you would like to proceed:

© continue to Cisco.com

(] Register My Company as a Cisco Partner
O Partner seif-Service

Connect my Cisco.com user D with an existing Cisco partner

@ Get increased access to entitled areas of Cisco.com
You may require additional levels of entitiement if you fal into one of the folowing categories

# You are a Service Contract owner (May aiso have a contract to resell Cisco products)
You will be requested to provide your contract number(s)

Your company purchases directly from Cisco. You will need to provide a customer
number and a valid purchase or sales order number

.

You are a customer of a Cisco Certified Partner and have Partner Initiated Customer
Access (PICA). You will need to provide your PICA Registration Number and Verification
Key.

* “You are a CCIE
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5. You will be directed to the Cisco.com Profile Manager. From there, select the ADDITIONAL
ACCESS tab and the “Obtain Access to additional Service Contract(s)” link.

Worldwide [change] Login | Regater | About Cisf
il ’
cisco | Search |G
Solutions Products & Services Ordering Support Training & Events Parmer Central
HOME Welcome to Cisco
Cizcocom Profile Manager  Cjsco.com Profile Manager
Dverview

ORGANIZATION ADDITIONAL ACCESS

Profile - Additional Access

From the list below you can access the applications you have reg d for and in addition you can register lo
additional applications.

Your Access

Oihtain Aclditi | ficrpss

Obtain access to SRMNCE ]

Cisco Channal Partrier or Authorized Reseller

[ Purchase Direct from Cisco
Requires: Valid Purchase or Sales Order Number and Customer Number

[C] Customer of a Cisco Certified Partner Initiated Customer Access [PICA] Partner
Requires: PICA Registration Mumber and Verfication Key

] ¥ou are a Cisco Certified Intemetwork Expert [CCIE User]
Requiras: CCIE Centification

Cancel I Submit

6. Enter your Service Contract number(s) as provided in the Welcome Letter and click on the
“Submit” button.

Worldwide [changes] Login | Regster | About Ci
il I Il l I -
cisco Search G
Solutions Products & Services Ordering Support Training & Evenls Partner Central
HOME Welcome to Cisco
ciscocom Profile Manager  Cisco.com Profile Manager
Overview

CRGAHIZATION ADDITIONAL ACCESS PREFERENCES

Request to insert Service Contract(s)

To request to insert Senice Contract(s), please enter the necessary information below. If you do not know the Senice
Contract Number but need access please contact your Senice Sales Representative or send an email to web-

help@cisco.com .

Enter your service contract number(s) below. (Comma separated).

Senice Contract Number |

Senice contract association process takes approximately six hours

If you have any problems with this web registration process, you may send an email to Cisco at
web-help@cisco.com. If you are located in North America, you may also call 1-800-553-2447 for
assistance to reach Cisco’s TAC support organization. For the rest of the world, it is recommended
you consult the worldwide toll-free number list at this website:
http://www.cisco.com/en/US/support/tsd_cisco_worldwide contacts.html and one of the support
agents will assist you in completing the registration process.
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2.

Or you may go directly to: http://tools.cisco.com/ServiceRequestTool/query/.

You may search by Service Request Number, Contract, Cisco.com ID, status, and so on.

TAC Service Request Tool -- My Requests

Search Your Service Requests

I this is your first tme using this 1o
Search by Service Request Humber

s
ki Mt @® Cisco Service Request Number

O Helpdesk Tracking Numer

Contact:

Sort By ==
Select One w

Advanced Search
A *denales o required fiekd
Search by * Eind Contract
Service Request Status®
Creation Date
Month )| [ear | Tol2a (W] [JAN |34 [2009 8| i GNT

Phone

You may view your service request by entering the SR number, your contract number, or your

Cisco.com user name.

TAC Service Request Tool - My Requests

it
Chas Sarvoe Sucunit

i Requeat Aevew

Cisco Senvee dequest

Wamier

Helgoess Trackn] bumber

Servee Request Title

5

Cisco Senvice Saquest Dwrner

Customer

Servicn Beguenl Hivlary

Change Bales Vrw Ty
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We appreciate your time and cooperation in adopting our new case management process. Please
remember that you will continue to receive the same high quality service that you have been
receiving. This is only a change to the process through which you receive technical support.
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