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Document Conventions

Caution—Alerts readers to be careful. In this situation, you might do something that could
result in equipment damage or loss of data.

Note—Alerts readers to take note. Notes contain helpful suggestions or references to
material not covered in the document.

@ Timesaver—Alerts the reader that they can save time by performing the action described in
the paragraph affixed to this icon.

@ Tip—Alerts the reader that the information affixed to this icon will help them solve a
= problem. The information might not be troubleshooting or even an action, but it could be
useful information similar to a Timesaver.

=5 Warning—Alerts readers of a situation that could cause bodily injury. They need to be
4m  aware of the hazards involved with electrical circuitry and familiarize themselves with
standard practices for preventing accidents.
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1 Introduction

This document provides Cisco Services First contract users with instructions for opening a Technical
Assistance Center (TAC) service request using a Services Full Coverage contract.

Users can access the Support Case Manager (SCM) tool here:
https://mycase.cloudapps.cisco.com/case
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2 Creating or Opening a Case

1. Once you are associated to the contract, navigate to https://mycase.cloudapps.cisco.com/
The screen below will be displayed.

Support Case Manager

Create and manage support cases

Specify a User
Enter ( sca Account ID or email address

E—

Lookup User

2. Log in with your Cisco user account or the email address to which your Cisco user account is
associated.
3. Click “Open Case.”

Support Case Manaaer

Open a new support case for

Having trouble creating a case? n i
4 SCM Home

Check Entitlement
Request Type
(© Diagnose and Fix O RequestRMA () Ask a Question

A Find Product by Serial Number

Vv Find Product by Service Contract

I Use This Option (Not Find Product By Serial Number) to open the case I

Bypass Entitlement

Select one

Save draft and exit

4. Click “Find Product by Service Contract.” If you have more than one contract number (Service
Agreement), you can type in the contract number in the field called “Service Contract.” You may
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also use the drop-down option on the right of this field to show all available contracts. Be sure to

use your Services First contract here.

@ Diagnose and Fix __J) Request RMA  ( Ask a Question
~ Find Product by Serial Number

~ Find Product by Service Agreement

There are 1 service agreements associated with this profile.

Product Name (PID) Product Description Site Name

Smart Account

Virtual Account

Service Contract

Army GEMSS Contact Number

Subscription Number

Find Subscription Number(

5. Enter the product ID of the Cisco product for which you are are seeking support. Then click the

blue search button.

You may also use a general description in the “product description” field.

Examples:
e |IP Phone
e UCS
e Route Switch
e ASR
e ISR

¢ Unified Computing

Praduct Name (PID) Product Description

Smart Account

irtual Account

Advanced Options ~

SEARCH

6. After clicking the search button, the screen will refresh, and you will see a list of products on the

contract.
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Product Name (PID) Product Description Site Name Service Contract
CP-8811 Your Product Description Here: Your Contract # here
Smart Account Subscription Number
Virtual Account Find Subscription Number ()
Advanced Options
SEARCH
Showing 5 of 8 Products filtered for: Product Name (CP-8811), Service Contract (91986130) Clear Filters,
Search Results:
Product Site Service Agreement
Name ~ Description Name Address. Number Smart Account Srvc. Level Usage Type
CP-8B11-KG++= Cisco IP Phone 8811 for TAA CISCO SYSTEMS 7301 NORTH HIGWAY 161 91986130 NCFT GSS AS
CP-8811-K8= Cisco IP Phone 8811 Series CISCO SYSTEMS 7301 NORTH HIGWAY 161 91986130 NCFT GSS AS
CP-8B11-W-K9= Cisco IP Phone 8811 White CISCO SYSTEMS 7301 NORTH HIGWAY 161 91986130 NCFT GSS AS
Hardware product not found. Continue without selecting a product. 91986130
Hardware product not found. Continue without selecting a product. 91986130

- Do not use the contract number in the example contract above; use your Services First

contract number.

In the product description field (as long as you have your service contract set to the correct Services
First [Services Full Coverage] contract), you should be able to enter general descriptive terms in the
Product Description field. It does not have to be the exact name of the product.

For example, you can enter “Computing” and click search. You would then see the “Hardware Not
Found” option. You can choose Hardware Not Found and then proceed to the next screen.

Because your contract is a Services First Contract, even products not listed on the contract are still
supported (as long as they are not past Last Day of Support). In such situations, the Support Case
Manager tool would then return to the “Hardware Not Found” option. You can choose this option to
open the case.
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Product Name (PID) Product Description Site Name Service Contract

Computing Your Contract # listed here

Smart Account Subscription Number

Virtual Account Find Subscription Number("

Advanced Options ~
Service Level

CMB SVC ECDN 8X5XNBD

Country

State/Province

Select a state/province

City

Products filtered for: Product Description | Clear Filters

Search Results:

Product site Service Agreement

Name Description Name Address Number Smart Account Srve. Level

Hardware product not found Continue without seleeting a product 95089043

Usage Type

7. Here you will be prompted to enter the serial number. Enter the serial number if you have it.

Product Serial Number or
VLN

Product Serial Number or VLN

1234567

If you do not have a serial number, if the SN does not apply (for example, if it is a licensing request or

a virtual SN), or if the SN you need support for is not listed on the contract, please enter “Not
Applicable.”

If the SN is not listed on the contract, this could affect the support entitlements flag. However, your SN
and your service request will be supported because Services Full Coverage exceeds warranty periods

and entitles users to support.
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In this case, please advise TAC and reach out to your HTOM mailer to ensure the Service Request
gets the correct entitlement and support. You may need to select a service level (see the blue arrow)
to get the “Hardware Not Found” option to show. Select this option (shown below).

Product Name (PID) Product Description

I Computing

Smart Account
WVirtual Account

Advanced Options ~
Service Level

CMB SVC ECDN 8X5XNBD

Country
~

State/Province

Select a state/province
City

SEARCH
1 2 Products filtered for: Product Description |
There are 1 service agreements associated with this profile.

Product Name (PID) Product Description Site Name Senvice Contract

Smart Account Subscription Number

Virtual Account Find Subscription Number (']

Advanced Options

SEARCH

Showing 2 of 2 Products filtered for: Product Deseription (Computing), Service Contract (90348234) Clear Filters

Search Results.

Product sie Service Agreement
Name - Description Name Address Number Smart Account Seve. Level Usage Type
Hardware product not found Cantinue without selecting s product 90348234
Hardware product not found Continue without selecting a product 30348234

8. After entering the serial number and clicking OK, the screen will refresh and you will be prompted
to enter the details of the service request (including a title). Complete the desired fields.

Be sure to include any related information such as errors, details about what is needed, and all
users who should be contacted by TAC engineers who will be working on this case.
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Products & Services

Need help with your case? |} NNy

f

Check Entitiement

Severity @

Loss of Service

Extended loss of 15 seconds or more

5/240 characters

Description

M B I & (6 £ = = B @ Headings v

1732000 characters

Enable Markdown

Technology

CISCO SUGGESTIONS °

System Down (S1) Severely Degraded (S2) (@) System Impaired (S3)

Code v

Describe Problem

9. When you have entered all the details of the Service Request, click Submit. The following screen
should appear once your Service Request is created.

Support Case Manager

Your Cisco user ID

w 690541949

CP-8811 RMA issue - Failed Hardware

Summary Notes Attachments  View case in CSOne [J

ASK THE BOT

(aponores @ ) ((aporues * ) ((saveaseor B )

CASE SUMMARY

Cisco Pending  # 3

I v L
Diagnose and Fix my Problem No

12/22/2020

PROBLEM DETAILS

CP-8811 RMA Issue - Failed Hardware #

—Your Name

—Your Phone #

—Your Email

—Any other contact inforation

Requesting Help with CP-8811 phone which is not registering on boot up and once connected to network. SN FJX3305N1J
Please reach out to me directly for next steps on how to troubleshoot and resolve.

«* CISCO CONTACT INFORMATION

) ENGINEER

-~ not yet assigned --

S —

== not yet assigned --

-~ ot yet assigned --

Please note that the Service Request number is now showing. Now that your Service Request has
been created, it has a unique case number and will be routed to the next available engineer for
support. The assigned engineer will reach out by phone or email (depending on your preferred

contact method).
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3 Getting Help

If you have any issues opening a Service Request or have any questions about support for your
Services First contract, please reach out to your Army GEMSS HTOM at ArmyHTOM@cisco.com.
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4 Appendix A: Acronym Listing

ASR Aggregation Services Router

GEMMS Global Enterprise Modernization Software and Services
HTOM High-Touch Operations Manager

ISR Integrated Services Router

SN Serial Number

TAC Technical Assistance Center

UCS Unified Computing System
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Trademarks and Disclaimers

IF THIS DOCUMENT IS PROVIDED AS A DELIVERABLE IN ACCORDANCE WITH THE CISCO
TERMS AND CONDITIONS ASSOCIATED WITH A PURCHASED CISCO SERVICE (“TERMS”) THEN
THIS DOCUMENT IS PRESENTED SUBJECT TO THOSE TERMS. IN ALL OTHER EVENTS, THIS
DOCUMENT IS PROVIDED “AS-1S” WITHOUT WARRANTY OF ANY KIND, EXPRESS OR IMPLIED,
INCLUDING WITHOUT LIMITATION, THOSE OF MERCHANTABILITY, FITNESS FOR A
PARTICULAR PURPOSE AND NON-INFRINGEMENT OR ARISING FROM A COURSE OF
DEALING, USAGE, OR TRADE PRACTICE.

Cisco and the Cisco logo are trademarks or registered trademarks of Cisco and/or its affiliates in the
U.S. and other countries. To view a list of Cisco trademarks, go to this URL:
www.cisco.com/go/trademarks. Third-party trademarks mentioned are the property of their respective
owners. The use of the word partner does not imply a partnership relationship between Cisco and any
other company. (1110R)

© 2021 Cisco and/or its affiliates. All rights reserved.
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