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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.



https://mycase.cloudapps.cisco.com/case

2. Creating or Opening a Case

1. Navigate to https://mycase.cloudapps.cisco.com/caseThe screen below will be displayed:

Specify a User
Ent Account |

g

2. Login with your Cisco User ID. You may alternatively use the email address to which you are Cisco
User account is associated.

3. Click "Open Case.” (You will need to click “Open Case” a second time)

4. ltis optimal to open the case by using the “Find Product by Service Agreement” Option.

(Using this option is best because it is a Services Full Coverage or “SFC? or Service First/Sweeps
contract, which supersedes any warranties). This also means it is not required for you to have
a Serial Number on contract to get support, if the device is not past Last Day of Support
(LDOS).

You can check the status of the SN on the SN Coverage Checker.

5. 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 alternatively use the “arrow down” (Drop-
down) option on the right of this field to show all available contracts.


https://mycase.cloudapps.cisco.com/case
https://cway.cisco.com/sncheck/

(See the following screenshots, step 5 on what this looks like in Support Case Manager (SCM).
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6. You can enter exact Product ID in Product Name (PID) field shown below, OR general descriptive
terms like 9300 in Product Description:

Request Type

Use Service Agr
nd Product by Serial Number /
nd Pr Service Agreement

Service Agreement # goes here ¢

§ for: Product Desciption (9300), Service Contract [30348234) Clear Fiters

7. Enter the Product ID OR the Product Name Field and click search, you will see a list like the one
below. Be sure to notice the “hardware product not found” options at bottom of screen---(select that
line) and click “submit”. (You will have the option later to enter the SN).

Note: In the product description field, 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).
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You can use a general description in the “product description” field. Examples:
IP Phone

ucs

Route Switch

Adaptative Services Router or “ASR”

ISR or “Integrated Services Router”

Stack cables

O O O O O O



NOTE: Regarding the example “generic” description language for the Product Description Field: Please note
that the SNs of the devices and their product IDs you may use here is related to what shows in the
entitlement list of gear (bottom of screen). For Example: Some customers can use “UCS” as a generic
search, but for those who do not have any UCS devices on contract, this would not work, and would affect
your ability to open the SR under this “Hardware Not Found” option. In this case, it is recommended you use
-the exact product ID in the Product ID Field instead.

After you enter the general Product Description field, and click SEARCH, you should then see the Hardware
Not Found option.

Choose (Hardware not Found) as shown above--then proceed with the next screen. As your service
agreement is a Services First Contract, even products not listed on contract are still supported (if they are
not past Last Day of Support).

The next screen allows you to now enter the Serial Number. (This helps TAC group your request by Tech and
problem code Please note, if you have no SN, you will need a product ID for this reason). If you have the
Serial Number, you will enter it here:

F SAarial B . ~
luct Serial Number or

VLN

If you have chosen the Product ID option, (if the product is Software or Virtual Appliance) you
would enter the term “NonApplicable” in the SN field. (Spell out the words with no spaces).

8. After you click OK (after entering Serial Number) the screen will refresh and you will be prompted to
enter the details of the service request (This will include a title). Complete the desired fields.

Be sure to include any related information such as errors, details on what is needed, along with
any/all user (emails) to be contacted by TAC engineers who will be working on this case.
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9. When you have entered all the details of the Service Request here, Click Submit. The following
screen should appear once your Service Request is created.

Support Case Manager

Your Cisco user ID

Summary

ing Helg with CP-BB11 phone which is nal registen nected to network. SN FJX3305N1J,

Requestin * stering on d ance ¢
Piease reach out fo me directly for next staps on how to roubleshoot and rescive.

10. Please note that the SR # is now showing, now that your Service Request has been created, it has a
uniquely assigned case number and will be routed to the next available engineer for support. The
case will be queued to the next available Engineer, who will reach out to call or email (depending on

your preferred method of contact.



3. Getting Help

If you still have issues opening the Service Request ---or have any questions about support on your
contract, please reach out to your HTOM by email.

The following emails will reach your respective HTOM:

armyhtom@cisco.com

usmchtom@cisco.com

donhtom@cisco.com

afhtom@cisco.com

disahtom@cisco.com

dau-htom@cisco.com

dcaa-htom@cisco.com

dcsa-htom@cisco.com

deca-htom@cisco.com

dfas-htom@cisco.com

dla-htom@cisco.com

dma-htom@cisco.com

dodea-htom@cisco.com

dpaa-htom@cisco.com

dtic-htom@cisco.com

dtra-htom@cisco.com

jsfhtom@cisco.com

isphtom@cisco.com

ndu-htom@-cisco.com
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