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New o�erings designed to manage growing technical skills gap through unique expertise, intelligence
and automation
SAN JOSE, CA -- (Marketwired) -- 10/17/17 -- Cisco (NASDAQ: CSCO) today announced a new portfolio of
services designed to put IT departments back in the driver's seat. Powered by AI, Cisco's suite of
predictive services anticipates IT failures, mitigates risk, reduces maintenance costs, and assists
organizations in attaining the necessary skills to transform their businesses. Delivering both advanced
predictive and preemptive capabilities, Cisco's new Business Critical Services and High-value Services
o�erings will enable organizations to invest more of their IT budgets on technology innovation amid a
growing technical skills gap that poses an imminent threat to business continuity and growth.

"Today's world is moving faster than ever, and to be successful, businesses must have the right blend
of IT talent and services," said Chuck Robbins, chief executive o�cer, Cisco. "By leveraging AI and
machine learning to address critical IT issues, Cisco's new services o�erings will truly help our
customers free up time to focus on the growing IT talent gap, and remain competitive into the future."

More than ever, organizations look to heads of IT to create new revenue streams for their businesses.
Yet the shortage of digital skills and the technical skills gap are putting organizations at peril of losing
their competitiveness. Cisco's new suite of predictive services are di�erentiated by the unique
expertise, intelligence and automation that help minimize the impact of the skills gap and free
technical sta� to focus on accelerating innovation.

Today Cisco is launching two new additions to the services portfolio: Business Critical Services and
High-value Services. These two new services o�er the power and intelligence of AI and machine
learning to optimize IT talent, knowledge and skills and allow organizations to solve their problems �rst
and ultimately get closer to their end user/customer.

Cisco Business Critical Services: 
 Technology environments are increasingly more complex and dynamic and organizations seek to
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aggressively address these challenges. Cisco is introducing a new portfolio of subscription services,
Business Critical Services that goes beyond basic optimization to deliver more capabilities including
analytics, automation, compliance and security by Cisco Advanced Services' technology experts to
enable secure, e�cient, and agile technology environment. Business Critical Services will help minimize
human error and help extract the most value from products and solutions while creating a highly
secure IT environment. These next-generation optimization services enable organizations to:

Reduce complexity and cost through automation, orchestration, and technical expertise.
Accelerate business agility and transformation through advanced analytics and machine
learning capabilities to deliver critical insights that prioritize infrastructure and application
recommendations.
Reduce risk with automated compliance and remediation services, coupled with a robust security
portfolio including incident response for threat protection.

These new Business Critical Services seek to help reduce downtime by up to 74 percent, resolve issues
up to 41 percent faster and reduce operational costs by up to 21 percent according to the Cisco
Optimization Services Executive Summary.

Cisco High-value Services: 
 To help organizations better utilize advanced software, solutions, and the network, Cisco is delivering

next-generation Technical Services, called high-value services. This portfolio builds on our industry
leading product support services with o�erings that use analytics, onboarding, expertise, and scale to
deliver more proactive and prescriptive services, enabling our customers to realize higher value, faster,
from their IT investments.

Software Support: provides support for Cisco software. New high-value services features
includes: Multi-level service options enhanced and premium, in addition to basic level (reactive)
support.
Solution Support: provides centralized support for Cisco hardware, software and third-party
partner solutions from �rst call to resolution. Solution Support is the default service o�ering for
Cat 9K/DNA enhancing the customer experience.
Network Support: Technical Services (TS) Advantage provides network-level support.

According to IDC's 2017 Global Digital Transformational (DX) Leader Survey, a lack of digital skills in the
organization was cited as the single largest challenge to successfully implement digital transformation.
Correspondingly, companies seeking to implement digital transformation are creatively looking to
other sources of talent to enable their digital strategies. IDC forecasts $6.3T in direct digital
transformation investments over the period 2017-2020. $2.6T of this investment is being budgeted and
spent exclusively on third party services �rms with expertise in digital transformation.

Chris Barnard of IDC says: "The landscape is evolving too fast for some businesses to keep up with
digital transformation, as a result they rely on their larger vendor partners with the skills, expertise and
capabilities to help address these talent gaps. By leveraging IT vendors with strong knowledge and a
breadth and depth in IT skill sets, organizations are able to get up to speed, adjust to changing market
conditions and ultimately focus on innovation."

According to Cisco's recent Services landscape report, the top bene�ts enterprise organizations are
looking to achieve from IT services include �lling key talent or skills gaps, gaining access to unique
expertise or capabilities and refocus internal sta� on other priorities. Additionally, the strategic
challenges where IT services are most important in helping to address include allowing IT to focus on
strategic priorities rather than keeping systems running and increasing the speed at which they
implement new technology to support business priorities.
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http://www.cisco.com/c/dam/en/us/services/collateral/se/optimization-business-critical.pdf
http://www.cisco.com/c/dam/en/us/services/collateral/se/optimization-business-critical.pdf
http://www.cisco.com/c/dam/en/us/services/collateral/se/strategically-solving-dx-wp.pdf
http://www.cisco.com/c/dam/en/us/services/collateral/se/insights-speed-it-services.pdf


As the company's second largest business, Cisco Services delivers the experience, talent and skills
where the customer needs it. Cisco Services augments a team and provides the innovation, expertise,
�exibility, learnings and dedication to service quality to help customers accelerate business growth
while minimizing risk. The o�erings span every stage of IT lifecycle -- from advisory to optimization to
training and technical services and across every major IT architecture.

Channel partners: Partners are vital to the Cisco Services business. Whether a Cisco partner has an
existing Services practice or looking to build one, Cisco is enhancing its services portfolio to support its
partners to deliver end-to-end customer solutions. With Business Critical and High-value Services,
partners can unlock services opportunities that will deepen their relationships and attract new
customers.

Supporting Quotes
 Alatau Services Technologies

 "We have been working with Cisco Services for over nine years combining Cisco technical support with
our own services and delivering the comprehensive services to our key customers. Through this
partnership, we have built a strong collaborative relationship with Cisco experts. Combining Cisco
Technical Services Advantage incident management deliverables along with our expertise and 24x7
local language support, we reduced the number of incidents on our customer's network by 30 percent
over the last three years. We look forward to a continued partnership with Cisco Services." 

 Vitaly Sychev, Director, Alatau Service Technologies

Bell
 "Having the right services engagement with Cisco enables us to sustain our customer experience levels

and capture new customers. Cisco Business Critical Services provides the guidance and intelligence to
con�gure new technology properly and recon�gure it safely during scheduled network changes,
resulting in fewer issues and less downtime."

 Craig Hudgins, Senior Manager, Technology Architecture, Bell

Oncor
 "Cisco Business Critical Services has been essential in our transformation to the Cisco Next-generation

Agile Data Center. We were looking for more speed and agility to serve our 10 million customers. Cisco
experts advised us through this transition, and with their new analytics and automation we're better
positioned to quickly adopt new technologies, and improve our customers' experience."

 Tom Kelly, Director of Networks, Oncor

Additional Resources
 Executive Blog: Cisco's New Predictive Services (Joe Cozzolino)

 Learn more: Cisco's Services Landscape Report 
 The Power of Services: Customer Success Stories

 Cisco Innovators: James Leach and Ulf Vinneras
 Read about: Cisco Services

 Follow: Cisco Services on Twitter

About Cisco 
 Cisco (NASDAQ: CSCO) is the worldwide technology leader that has been making the Internet work

since 1984. Our people, products, and partners help society securely connect and seize tomorrow's
digital opportunity today. Discover more at newsroom.cisco.com and follow us on Twitter at @Cisco.

Cisco, the Cisco logo, Cisco Systems and Cisco IOS are registered trademarks or trademarks of Cisco Systems,
Inc. and/or its a�liates in the United States and certain other countries. All other trademarks mentioned in
this document are the property of their respective owners. The use of the word partner does not imply a
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https://blogs.cisco.com/news/new-cisco-predictive-services
http://www.cisco.com/c/dam/en/us/services/collateral/se/insights-speed-it-services.pdf
https://www.cisco.com/c/en/us/services/featured-case-studies.html
https://newsroom.cisco.com/feature-content?type=webcontent&articleId=1886046
https://newsroom.cisco.com/feature-content?type=webcontent&articleId=1886059
https://www.cisco.com/c/en/us/services/overview.html
https://twitter.com/CiscoServices


partnership relationship between Cisco and any other company. This document is Cisco Public Information.

RSS Feed for Cisco: http://newsroom.cisco.com/rss-feeds
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