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[lporpamma meponpuaTus

11:00 - cnukep Mapua AHToHOBa, Success Program Manager (Russia)

e  Mopenb »nsHeHHoro umkna Cisco n B3aumMoaencTeme ¢ KIMeHTaMu
« TpeboBaHus K nonyueHuto CX-cneunanulaumu
e [loowpeHnsa Ha npoTsxeHun xu3HeHHoro uukna LCI (LifeCycle Incentives)

12:00 - 12:10 nepepbiB

12:10 - cnukep Stavros Spyropoulos, Partner Business Development Specialist
(EMEAR)

o OnfeMeHTbl METOOMNOMMU XNU3HEHHOIO LMKNa

o OnemeHTbl MeTogonorun Customer Success

* [lpumepbl TOro, Kak Mmbl n3mepsiem Customer Success

* WHcTpymeHTbl Customer Success

e 7 waroB K nonyueHuto cneumanmsaumm CX

- [logBeneHue M. .UTOroB, .cneayoLwue. Wwarv. u. 0TBeTbl Ha BONPOChHI



BO3MOXHOCTU Ha NPOTAXEHUN BCETO

XNU3IHEHHOIO LUKKIa

[MporpammHoe obecneyeHune kak ycnyra (SaaS)

MMeET OrPOMHYHKO LUEHHOCTb ONA KIMTMEHTOB, NMOCKOJIbKY

He TpebyloT Takmx e nepBoHaYanbHbIX MHBECTULWN,
KakK TUNMNUYHbIe pelleHnst Ha 6ase annapaTHOro
obecneyeHus.

A 3HAYUT KITNEHTDI MOTYT YCKOPUTb BHEOPEHNE
WHHOBALMW, CHN3UTb PUCKAN N 6bICTpee OOCTU4Yb
XeJlaeMblX 6|/|3Hec-pe3yanaTOB.

A HaO60pOT, KIMMEeHTbI ¢ B6ornblLuen BEPOATHOCTbHO
OTKaXyTCA OT NoCTaBLLMKa yCnyr, eCJ/in nx BbusHec-
pes3yrbratbl HE 6y,El,yT OdOCTUINHYTbI.

[MoaTomy Ans ycnexa B Mupe SaaS/noBTOpSAOLLNXCS
[OXOA0B OYEHb BaXXHO COCPEeAOTOYUTHLCS Ha
KITMEHTCKOM OrbITE.

Choosing > X Loving

W, Customer ¥

3ayeMm nHBecTUpOBaTb B NpakTuUKy Customer Success?

[NoBblWEHNE J'IOHJ'IbHOCTI/I/I'IpI/IBFl3aHHOCTI/I KIMMEeHTOB
YBenuyeHune MapXHaribHOCTW 3a CHET MNMOBbILLUEHUNA renewal rates

B03MOXHOCTb CO34aHMs 1 paclunpeHns cobCcTBEHHONO CEPBUCHOTO
noptdonuo

Mony4eHne Bo3HarpaxaeHun 3a npogaxy lifecycle ycnyr n CX-
noptdonuo

lMonyyeHne Bo3HarpaxaeHun 3a npegoctasneHune ycnyr Adoption
(Success Plan)






YBennyeHne TexHn4eckomn JKCNnepTu3bl

Hauano HOBOW Opbl cneunanmnilayunii

Customer Experience/KnueHTckum onblT — nepsast buanHec Cneunanmnsauus

ApPXUTEKTYPSI busHec

Networking Collaboration Security Data Center Service Provider KnneHnTckun onbit/CX
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oOnemMeHTbl cneunanMsaunm

BusHec-cneunanmsauus Ans napTHEPOB C NPOAEMOHCTPUPOBAHHBIMU BO3MOXHOCTAMM

ycneLwHon paboTbl C KNMeHTamu 1 NpakTukon BeaeHnsa busHeca

Cneunanmsauma Customer Experience 2 YPOBHA CooTBeTcTBME

Customer Experience

Specialization LocTynHo ons Bcex
3aperncTpnpoBaH-

HbIX NMapTHEPOB
Advanced Customer Cisco, oTBeYvarLLmXx

Experience KBan“guKaLmnoH-

MepcoHan m Kpntepum Specialization HbIM TPebGoBaHMAM
OpraHu3aums Mpouecckl UHCTpyMeHTBI orGopa

OLeHKa

PaclumpeHne npakTn4eCckmnx BO3MOXKHOCTEN




TpeboBaHUsa K cneymnanmlaumm Customer Experience

MepcoHan n
opraHusayua

UHCTpYMEHTbI TOOLS

Mpouecc

Kputepuu otbopa
M NnpoBepKa

Cneuyunanusauyma Customer

Experience

2 cepTdMLUMpPOBaHHbIX MeHeaKepa Cisco
Customer Success Manager (CSM)

1 Renewal Manager (3k3ameH)

Executive Sponsor

NHCTpYMEHTbI C HENOJIHOM
aBTOMaTM3aLMen, BKAOYAsi MOHUTOPUHT
3aKa3uyuMKoB, NpoduAnMpoBaHue U %
MCNONb30BaHUA/BHEAPEHNA MPOAYKTA

MeToponorua Customer Success
Mpouecc ynpasieHUa npogieHnem
MNoka3aTenu 1 aHann3 6MsHeca
Customer Success

MoseT yyactBoBaTh: ntoboi naptHep Cisco
AHKeTa 3aAaBKMU

MpoBepKa pecypcos

2 OT3bIBa 3aKa34YMKOB

Cneuyuanusauyua Advanced
Customer Experience

3 cepTMPMLMPOBAHHDbIX MEHEeKepa

Cisco CSM

1 Renewal Manager(ak3ameH)

Customer Practice Lead/PykoBoautenb-Kypatop
Executive sponsor

MHCTpyMeHTbI ¢ NO/IHO aBTOMATU3aLMEN, BKKOYaA
HacTpanBaemble TPUITEpPbl, BO3MOXHOCTU
AOMNONHUTENbHbIX NPOAAXK, PUCK OTTOKA U OLLEHKY
COCTOAAHUA 3aKa3uYMKa

YnpasneHue npogsieHnem

MeTtoaonormna Customer Success

®dopmanbHbIi NPOLIECC YNpPaBaeHUs NPoA/IEHNEM
dopmanbHbIi Npouecc nepegayu ynpasaeHus
mexgy GyHKumnamm

Mokasatenn n aHanm3 busHeca Customer Success

MosKeT y4acTBoBaTb: Nt0b60M napTHep Cisco
AHanu3 BO3MOXXHOCTe NapTHepa (CTOPOHHAA
opraHusaums)

MpoBepka pecypcos

2 OT3blBa 3aKa34MKOB

© Komnanus Cisco u/unn ee govepHue komnanum, 2021 r. Bce npaea 3awmweHsl. KoHduraeHunansHasa nipopmauymsa kopnopaumm Cisco



Heobxognmble ycrnosmnsa CX-Cneumanmsauus

Customer Success Manager Renewals Manager Executive Sponsor

YcnewHoCTb KNIMEeHTa Bo3moKHOCTM 06HOBNEHMUSA Crpaterna & OTBeTCTBEHHOCTb
OTBETCTBEHHbIN 33 KyCrnexX KANeHTa». OTBETCTBEHHbIN 33 BO3MOXHOCTM NPOA/IeHMUA. MNMonHas 6roaKeTHas OTYETHOCTb Crapwuit amaep komaHabl Customer Success
MoanepKa KAMEHTOB B MONYYEHUM MAKCMMAJIbHOM YnpasneHue oueHKoM / puckamm OTBETCTBEHHbIN 33 CTPATErNIO 1 CO3A4aHNE Ynpas/ieHMe NPakTMKOWM PasBUTUA U POCTa
OTAa4M OT UX MHBECTULNI B TEXHOJIOTUM Ha NOBTOPAIOLLErOCcA 40X0Aa OTBETCTBEHHOCTM 33 UCMOJIHEHNE Co3pgaHue cTpaternun gna pasBUTMA NPaAKTUKK

Customer Success
YnpasnaeT ackanaumen

npoTAXeHUN BCero Nx XM3HeHHOoro unknia yl'lpanIEHVIe 0BHOBAEHUSMM

Heobxoanmble ycnosua ana CX-Cneumanusaumm

O V) V) .

Heobxoaumble ycnosua ana CX-Cneupnanmsaumm ypoBHa “MNpoasuHyTblin”

NHanBuayanbHas cepTudunkaums (+MNpoKTop-IK3ameH)

(v/] . . IS

BannamnpoBaHHbIN 3K3aMeH

. (v/] . .



KntoueBble ponun ansa npakTuku Customer Success

ObyyeHne anA napTHEPOB

cisco.com/go/accelerate - CSM KapTa oby4yeHun
*  Foundational
* Advanced

SuccessHub

Mcnonb3oBaHue matepuanos no teme CX

Customer Success Manager

TpeHuHr

* 3aperucTpupyiTtecb Ha 3x gHeBHbIN instructor-led training (VILT)
* Cisco Customer Success Manager (DTCSM) v2.1

Oowns
Customer Success

Ce pTH (b MKaUuUNA MoHMMaHMe Lieneit KMeHToB

*  M3yyuTe NNaH 3K3ameHa ConpoBOMKAeHNe KNNEHTOB Ha

* 3aperucTpupymnTechb ANA CAAYN 3K3aMeHA ] plonibadelalal 2 RO Ukl lal a2
LMK

Peanusaupms 6U3HEC-LEHHOCTH

Cisco Centric Industry
(AR RRRRRRR AR

csm (| | : | : | | | — —



https://salesconnect.cisco.com/
https://www.cisco.com/c/m/en_us/successhub/csm-certification.html
https://learningnetworkstore.cisco.com/on-demand-e-learning/cisco-customer-success-manager-dtcsm-v2-1-elt-dtcsm-v2-023865
https://www.cisco.com/c/dam/en_us/training-events/le31/le46/cln/marketing/exam-topics/820-605-CSM.pdf
https://www.cisco.com/c/en/us/training-events/training-certifications/exams/current-list/customer-success-manager-csm-820-605.html
http://www.cisco.com/go/accelerate
https://salesconnect.cisco.com/open.html?l=SC_LMS_479
https://salesconnect.cisco.com/

KntoueBble ponu anga npaktuku Customer Success

ObyyeHne ana napTHepoB Renewals

cisco.com/go/accelerate Manager
RM kapTta obyueHuns
*  Foundational

SuccessHub

Ncnonb3oBaHmne maTtepmnanos no teme CX

JK3aMmeH
* WN3yuynTte nsaH sk3ameHa
*  3aperncTtpupymTcb ANA caaum 3Kk3ameHa Owns Renewal

Opportunities

OueHKa p1CKOB, CBA3AHHbIX C
nosTopstoLmMmmuca aoxogamu (ARR)
CrpaTerua coenok gna
BO30OHOB/IEHUSA
BbinonHeHme npogsieHns
Cisco Centric Industry

R | | | | —@ | | | —


https://www.cisco.com/c/dam/en_us/training-events/le31/le46/cln/marketing/exam-topics/700-805-CRM.pdf
https://www.cisco.com/c/en/us/training-events/training-certifications/certifications/digital-transformation-specialist.html
http://www.cisco.com/go/accelerate
https://salesconnect.cisco.com/open.html?l=SC_LMS_592
https://salesconnect.cisco.com/

TpeboBaHMA K MepcoHany/ponsam

NMpoxoxaeHne Heob6XxoANMbIX

nHAMBMAYyanbHbIX cepTuduKaumm n JononHuTenbHbIe ponun

JK3aMEeHOB
lNepen nogayveun 3asaBKU Ha nony4veHune CX- MpeaocraBbTe MHDOPMALIMIO MO PONAM
cneumanusaummn, yoegutecb, 4to Bawum CuSM un Executive Sponsor u Customer Success
Renewal Manager nonyunnm Heo6xoaumyio Practice Lead (Tonbko ansa ypoBHAa Advanced).

cepTUdUKaLMIO U cOanu 3K3aMeH.

‘ OnpeaenvTe NoAxXoaaLLMX Noaen ans
. Y3HaiiTe noapo6GHOCTM O HOBOM KaXKown ponwu

ceptudukaumm Customer Success Manager

‘ [Mpn HeoBXOAMMOCTM HAaMMUTE HOBbIN
nepcoHar

3aperncTpmpymTechb Ha NHCTPYKTOPCKUI
kypc Customer Success Manager

‘ MpenocTaBbTe AOCTYN K COOTBETCTBYOLLEMY

y 0by4yeHuto 1 pecypcam
‘ 3aperncTpupymnTech Ha ak3ameH

Renewals Manager MWuTe ONOSHUTENbHBIE PEKOMEHAALMN MO CO3AaHUI0 @

KOMaHAbl yCreLlHbIX KNneHToB? CkavanTe aNeKTPOHHYI0
kHury OcHoBbl Customer Success

OnpepenuTe naeanbHbIX KAHAMAATOB ANA BbINONHEHUS POnei, U3yums MHCTPYKLMN M 06A3aHHOCTU AN KaXKA0M poau



https://www.cisco.com/c/en/us/training-events/training-certifications/certifications/digital-transformation-specialist/customer-success/manager.html
https://www.cisco.com/c/m/en_us/successhub/csm-certification.html
https://www.cisco.com/c/dam/m/en_us/successhub/docs/customer-success-ebook.pdf
https://www.cisco.com/c/en/us/training-events/training-certifications/exams/current-list/cisco-renewals-manager-700-805-crm.html
https://www.cisco.com/c/dam/en/us/products/se/2019/6/Services/cx-partner-success-foundations-appendix.pdf

TpeboBaHUA K MHCTPYMEHTaM

Mpouecchbl

Cneuunanusauma Customer Experience

MO3KeT OCyLLEeCTBAATLCA BPYUHYIO

Cneumanusauusa yposHa Advanced

MonHbIN NPOPUAb KANEHTA C KNtOYEBbIMM AaHHbIMUK: MIMA, aapec,
OTpacib, KONMYECTBO COTPYAHUKOB, KOIMYECTBO YCTPOMCTB,
drHaHCcoBbIN rog,

OnpepeneHHana cermeHTaumA: KameHT Tmuna A, B uan C.

[IOKyMeHTUPYEeTCA U 4OBOAUTCA A0 CBEAEHUS

BCEX NOApa3aeneHumn

[LOKyMeHTUPYEeTCA U OBOAUTCA A0 CBEAEHUA BCEX
nogpasaeneHnii, paboTatowmx ¢ KIMEHTAMMU.
[onxeH 6bITb N1AH aBTOMaTM3aLMUK

MO3KeT OCyLLEeCTBAATLCA BPYUHYIO

Ob6nayHan TenemeTpus, ecau oHa A0CTynHa; 6a3oBaa TenemeTpuma
M3 A@aHHbIX IMLLEH3MPOBAHUA NN COOPLLMKA NPOrPAMMHOrO
obecneyeHus, UK pyyHaa TenemeTpuma, ecm aBToMaTM3aums
HeBO3MOXHa*

MO3KeT OCyLLECTBAATLCA BPYUHYIO

ABTOMaTU3MpPOBaAHHAA NpMBOpPHan NaHeNb NPOABUKEHUSA
KNMEHTA, C OTCNEXKMUBAHMEM BHEAPEHUA U BbIABNEHNEM
NpenATCcTBUM

OTcnexxkmnsaHue npoaneHmn. Moxket

OCYLLECTBAATLCA BPYYHYIO MM C MOMOLLbIO
Lifecycle Advantage

ABTOMaTM3aUMA NpoLLECCa NPOAIEHMSA, MOMKET BK/OYaTb
aBTOMaTUYecKoe NpojJ/ieHne Ha Cymmy meHee S5K

He TpebyeTca

ABTOMATM3MpPOBAHHOE COMOCTaBAEHMNE PA3NNYHbIX AAHHbIX ANA
nonyyeHma oueHoK Health Index n aBTomaTM3npoBaHHbIX
npu3biBoB K geicTauio (Call-to-Action)

He TpebyeTca

ABTOMaTM3auMA NpoLecca NpoaneHms

*  Ecnu menemempuna HedocmyrnHa, 0onycmum py4HoU 8800 OGHHbIX 8 MPUbOOPHYHO MNaHesb rpu yYCa08UU HAAUYUA OOKYMeHMUPOBAHHO20 rpoyecca, a
makxce naaHa delicmeuli 0418 8KAYEHUA aemomamu3sayuu (koeda oHa bydem docmyrHa).

© Komnanus Cisco u/unn ee govepHue komnanum, 2021 r. Bce npaea 3awmweHsl. KoHduraeHunansHasa nipopmauymsa kopnopaumm Cisco




CTUMynMpoBaHMe UCcnonb3oBaHuA/akTuBaumm - USE

ApXnTeKTypa

KopnopatuBHble

LleHTp 06paboTKM AaHHbIX besonacHocTb
[T cetu
Kputepuun otbopa [NoBegeHMe 1 BO3HarpaxkageHue YcnosusA
JononHutenbHble cneunanmsaumm OKHO aKTMBHOCTHU

B apXUTEKType NPoAYyKTOB
P ype npoay 12 mecALeB C KOHLLA KBapTana,

[onxeH 6bITb onbIT Npoaaxu MO B KOTOpOM bbI10 NpoaaHo MO

MoHo 3apaboTaTtb MonyyanTe 6onblie
3a: 3a:

AKTUBaLMIO ExXeKBapTaNbHasA BbiNaTta
AononHuTensHoro Mo/

MacwTtabupoBaHue cetu

OT60pOYHbIE NPeasioKeHUA BrntoueHne/
aktmsaumio MO

KBanudukaumonHoe NO

MuHMManbHbIN 06bem 3aka3os 10 Tbic. $ $ $

ponn. CLLA

© Komnanus Cisco u/unn ee govepHue komnanum, 2021 r. Bce npaea 3awmweHsl. KoHduraeHunansHasa nipopmauymsa kopnopaumm Cisco



,ﬂ,OI'IOI]HVITe.ﬂbeIe cBeageHunA

O,El,pO6HOCTl/I cLueHapus UCnonb30BaHUA A

PyKoBOACTBO NO NOATBEP}KAEHUIO
Kputepues ot6opa Ana ucnosb3osaHua (aktusauum)

Intersight * 5T1bIC. gONN. CLLA He meHee 35 % nunueHsnpoBaHHbIx cepeepos Cisco UCS ans Intersight

LieHTp 06paboTkn _ 3

JaHHbIX ACI + OnepaLuu no per. o6cayKmBaHuto (paHee ¢ [0 30 Tbic. gonn. CLUA (10 * Cisco ACl B Npon3BOACTBEHHOM Cpee ¢ ABymA uv 6onee leaf-kommyTatopamu
NAE) + 2-4acoBoi 60Hyc — [lonofHUTENbHbIE Tbic. + 10 TbIC. +  Cisco Nexus Dashboard, ycnyrn Nexus Assurance and Insights B npon3sBoacTBeHHON cpeae
CcLeHapum ncnonbosaxusa Day20ps A0 10 Tbic.) * BbINo/HEHWE AOMNOIHUTENbHbIX CLLEeHapMeB ncnonb3oBaHMA Nexus Assurance and Insights
Data Center Network Manager (DCNM) + « [10 30 Tbic. gonn. CLUA (10 e Cisco DCNM B Npov3BoAcTBeHHOI cpeae ¢ 2 spine-y3namu 1 4 unu 6onee leaf-yanamu
Onepaunun no per. obcnyknsaHuio (paHee NAE) + . . o

< TbiC. + 10 ThiC. + * Cisco Nexus Dashboard, ycnyrn Nexus Assurance and Insights B npon3BoacTBeHHOM cpeae

2-4acoBoW 60Hyc — [1oNONHU-TENIbHbIE CLEHapUM ;
ucnonb3osaHus Day20ps Ao 10 Tbic.) * BbinonHeHWe AONOAHUTENbHBIX CLIeHapWeB ncnobosaHmna Nexus Assurance and Insights

* BbInnarta paccumTbiBaeTcA Ha OCHOBE KOIMYeCTBA YCTp0171CTB, NPUMEHALWNXCA B KOHKPETHOM CLeHapnn NCNo1b30BaHUA.

Kopnopa-tueHbie * 50 gonn. CLLA 3a Kaxgpblh MapLUPYTHU3aTOP, KOHTPOAEP UM KOMMYTATOP

* YnpasneHue obpasamu MO ans kamnyca

cetn .« AJaNTALYS CeTEBbIX YCTPOTICTE MuHumym 500 gonn. CLUA — * 10 ponn. CLLA 3a kaxayto TOuKy A0CTyna
Makcmmym 12 500 gonn. CLUA * Bbinnara, HaUUCAEeMas Nocae akTUBaLMM COOTBETCTBYIOLLMX YCTPOMCTB Ha cymmy 500 aonn. CLLA.
* B cnyvae akTMBaLMM HECKONbKMX cueHapues ncnosibdosaHua DNA C Cisco BbiniauMBaeT BO3MeLLEeHME 3a OAMH
cueHapui

* BbInnarta paccumTbiBaeTcA Ha OCHOBE KOIMYeCTBA YCTp0171CTB, NPUMEHALWNXCA B KOHKPETHOM CLeHapnn NCNOo1b30BaHUA.

* ObecneyeHue HafeKHOW paboTbl KAMMYCHOWM e 100 gonn. CLLA 3a KakAblii MapLipyTU3aTop™®, KOHTpOANEP UM KOMMYTATOP
cemwm MuHumym 1000 gonn. CLUA — * 20 ponn. CLLA 3a Kaxayto TOUKY 40OCTyna
* Macwrabupyemas noanT1ka foctyna Mmakevmym 25 000 gonn. CLUA * BbIn/iaTa, HAYMCAAEMAsA NOCNE aKTUBALMM COOTBETCTBYIOLLMX YCTPOMCTB Ha cymmy 1000 gonn. CLLA.
o CermeHTaLys KaMnycHO ceTu * B cnyuyae akTMBaLMM HECKONbKMX cLeHapues ucnonb3osaHma DNA C Cisco BbiniaumMBaeT BO3MELLEHME 33 OAMH
cueHapuii

* MuHUMyM 15 % 1cnonb30BaHHbIX (aKTMBMPOBAHHbIX) AnLLEeH3NI Base uam Plus
nn

ISE e 5Tbic. gonn. CLLUA .
* BbINO/SIHEHWE CLEHAPVWA UCMOIb30BaHMA MaCLUTabUpPyeMOl NOUTUKM A0CTYNa, OTBEYAtOLLErO TPEOOBAHMAM
NOATBEPXKAEHUA KpUTEepMeB oTbOpa
Stealthwatch * 5T1bIC. gonn. CLLA * Flow Collection nokasbiBaeT ucnosb3oBaHMe He meHee 30 % A5 BCex NLLEH3MIM

« 3Tbic. gonn. CLUA 3a nepsoe  ° MoaTeeprkaeHue Kputepues ot6opa, uenb Ne 1: Tetration B Npon3BoACTBEHHOW Cpeae C UCMob30BaHMeEM He meHee 100

be3sonacHocTb NOATBEPKAEHME KPUTEPUER CEeHCopoB
. ot6opa (To ecTb, areHTOB NPUMeHeHMs)
Tetration . 718ic CLUA * MMopTBEPKAEHME KpUTepueB oT6opa, Lenb Ne 2: MUKpocermeHTaLms Kak MUHUMYM A5 2 NPUAOXKEHWUM
- AOA. 3a BTOpOE (conocTtaBneHve NPUIOKEHWUIA, NPOBEPKa NOUTUK U T. 4.)
noATBepPXAeHME KpUTepues WM
oTbopa

BblfABNEHME aHOMA/IMIA MPOLLECCOoB 1 yazsmMmocTel M0


https://www.cisco.com/c/dam/en_us/partners/downloads/lifecycle-use-incentives-pop.pdf

[ToowpeHne 3a npuHaTne - ADOPT

ApXUTeKTypa
CoBmecTHaA i LleHTp Enterprise KopnopatusHbie
paboTa . 06paboTKM AaHHbIX Agreement ceTtu

Kputepun otbopa [loBegeHMe 1 BO3HarpaxaeHue YcnosuA

Be3onacHocTb

Customer Experience Specialized Bo3HarpaxaeHua 3a CTMMy/IMpOBaHME NNAHUPOBAHUA MPUHATUA U OKHO NPUHATUS
crnewHble pe3ynbrtaTbl BHeAPEHNA
MSM Aqvancescj Cu‘stlgmgr y Pe3y AP OTnpaBbTe NJ1aH ycnexa 3aKasymKa
Xperience >pecialize Cornawehua Enterprise B TeyeHune 90 AHEeN C MOMEHTa pa3meLleHmna
Agreement 33Ka3a
JononHutenbHoble Hucras Ganausosaa YenewHble YenewwHble
croumocrtb Cisco MnaH ycnexa 6 MnaH ycnexa 6
cneuuanmsaunm (nporpammHoe 3aKasumka msrec 3aKasuka vsrec OTnpaBsbTe ycnelwHbie
pe3ynbTathbl pe3ynbTaThbl p y
B apXUTEKType NPOAYKTOB 059&';?:;"9) 6u13Hec-pe3ynbTaThbl B TeYeHNe
(50 Thic. ~ 499 Teic. ponn. T B 1o TeIe Aon Tpebyerc 25T Ao 12 mMecALEeB C MOMeHTa pa3melLeHNa 3aKa3a
OT60OpPOYHbIE NPEAIOKEHUA CLA) ExxeKBapTa/sibHas BbiniaTa
Cpeanni 5 TbiC. gonn. 25 tbIC. gonn. 50 TbIC. goNA.
MunHUMmanbHbIE Aonyctumeblie (500 Tbic. ~1999 ThbiC. CLUA CLUA Tpebyetca CLUA
3akKasbl MO no apTUKyay Ha cymmy Aonn CLUA) HeTt orpaHnyeHnn ana napTHepoB Advanced
He MeHee Bonbl.uoﬁc{ﬁ:l)nu [onn. 5 Tblchup;nn. 45 Tbclcu.-lionn. Tpebyerca 100 Tl(;lLTJ.:,onn. Customer Experience Speciaiized *
50 000 gonn. CLUA (uncTan MwuHUManbHbIN 06bEM 3aKazos N0
6anaHcosas croumoctb Cisco) * MMapTHEepbl MOTYT 3aPerncTPMPOBaTh A0 3-X BHEAPEHUIN A/1A KaXKA0M apXUTEKTYPbI Hosoe! Ha cymmy 1 maH gonn. CLUA

3a KBapTan ana He-EA n Ao 6 3a KBapTan ans EA 8 2020 dMHaHCOBOM roay
* HeT orpaHunyeHnunin gna naptHepoB Advance CX Specialized

*MoapobHble cBeAeHUA AN NAPTHEPOB Mo CHbITY CM. B [PUIOXKEHUN.
© Komnanus Cisco u/unn ee govepHue komnanum, 2021 r. Bce npaea 3awmweHsl. KoHduraeHunansHasa nipopmauymsa kopnopaumm Cisco

Mpvmeyarue. Ecin Heobxoaumo, TpebyeTca COOTHECEHUE C NOOLLPEHMEM 33 UCMOJb30BaHNe



KpUTepmn NnooLpeHNsa 3a NPUHATUE

MnaH ycnexa 3adakKa34unkKa YcnelwHsble 6M3H€C-pe3y1'leaTbl

* [lpogaHHble NPOAYKTbI e OnucbiBaeT paKTUYeCKMe AOCTUTHYTble BU3Hec-
* enaemble bU3Hec-pe3ynbTaThl 3aKa3umKa Pe3yNbTaTbl, BbIPa*KEHHbIE C MOMOLLbIO METPUK
* KntoueBble noKasaTtenu apdektmBHoctm (KPI) nnn KPI (TpebyeTtca noanmcb 3akasuymKa)

/NN MeTPUKN, NCNOoNb3yemMble ANA
n3MmepeHua bUsHec-pe3ynbTaToB.

* [naH NPUHATUA U CTPaTerna 4OCTUXKEHUA
6U3Hec-pe3yNbTaToB 3aKa3umnKOB.

MnaH gonkeH 6bITb NpeacTaBneH B TeueHue 90 MapTHep A0/KeH COObLUTbL O pe3ybTaTax
(mneBaHOCTa) AHEM Cc MOMeEHTa pasmeLleHuns B TeueHue 12 (aBeHaauUaTH) mecaueB C MOMEHTA
3aKa3a pasmeLLeHnA 3aKasa.

[JonHo 6bITb NOATBEPHKAEHO MO0 NOANUCHIO 3aKa3unKa, NMO60 OTNPAB/IEHHbIM UM NMOATBEPKAEHNEM

MO 3NEKTPOHHOM NoyTe



[ToowpeHne 3a paclumpeHmne - EXPAND

ApXUTeKTypa
CoBmecTHaA i LleHTp Enterprise KopnopatusHbie
paboTa . 06paboTKM AaHHbIX Agreement ceTtu

Kputepun otbopa [loBegeHMe 1 BO3HarpaxaeHue YcnosuA

Be3onacHocTb

Custlomjr Expegence ; MooLpeHuna 3a pacluMpeHme CAeNKM Nocae YCNeLHOro BHeApeHUs OKHO NpuHATMA
ialized nan Advan
Spgc at :] ] |jg1 i i ce 18 mecALeB C MOMEHTA NPOAAXKM
ustomer Experience MoouwpeHne OPUTMHANbHOIO NPOrpPamMmMHOro
Slpellzs 3a pacwupeHue PRI 2 obecneyeHus
HPOLI,EHT no perncTtpauunmn caenku
[OMOHUTENbHbIE EXeKkBapTanbHan BbiNaaTa
0,
cneunanmn3saummn Advanced 6% Ha ocHoBe BHeapeHuA
B apXUTEKTYpe NpoayKTOB L B pamkKax EA
Specialized 3%

OT160pOYHbIE
npeasioxKeHun

PacwmnpeHune pesynbtatos
CAeNKU rnoc/ie ycrnewHoro
NPUHATUA
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Pan BaXXHbIX MPAKTUYECKUX OOKYMEHTOB

OnuncaHue MeToOa0/T10TMN KU3HEHHOTIO UWUKJIA (pykosoactso nonb3osatens,

610K-CcXema 1 T. Ai., ONUCbIBAIOLLLEN CKBO3HYIO MOAENb B3aUMOAENCTBUA C 3aKa34YMKOM B TEYEHUE KU3HEHHOTO
LMKNA)

OnucaHune MeTOoO0/I0OTUUN YCNEXA 3dKA3UNKA (warv no szaumogeiictaunio

3aKa34YMKOM — YacTb METOA0N0MMU KU3HEHHOTO LMKAA)

LLIa6/10H NnnaHa YCnexa 3aKad34UNKaA (onpepenute ans 3akasumka cueHapuii

BHE/ZIPEeHMA U COOTBETCTBYOWME AeNCTBUA)

[ pouecc nepeaaymnm yrnpaBAEHWUA (kak npoexr nepexoaut oT 0aHOM KOMaHAbI K

ApYrow, 3anyckasa aencrams)

MO,ﬂ,eﬂ b RACI (KTO UTO AenaeT — BAafeNbLbl Poaeit Ha 3Tanax MeToA0NOTMU }KU3HEHHOTO LMKAa)

7 HCTPYMEHTDI CS (KaK M3MepAloTCA NOKa3aTeNn KOMaHAb! U 3aKka3unka, KM3, nokasatenw
COCTOAHUA UT. A4.)



[lnaH cneunannsaumm Customer Experience
UnntocTpayma XpoHON0rmm

Customer Experience, ypoBeHb Specialized (B cpeaHem 6—12 mecaues)

Customer Experience, yposeHb Advanced (B cpegHem 12—18 mecAues)

0630p KOMNaHUW,

6u3Hec-nnaH,

npoLieccebl

Ponu M MeToaonorusa
B OpraHmMsaumm,
0O6Aa3aHHOCTH

n cepTnduKaTbl

nepcoHana

OnpepneneHue Bcex
pecypcoB A/1A OLEHKM
BbINO/IHEHUA TpeboBaH W
cnewumanmsaumm
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[Mogaya 3asBKM |
NpoBepKka/ayaur |

é

MposeaeHue
CTpaTernyeckoro coseLlaHuA

*
1
1
1
1
1
1
1
1
1
1
1
1

3aKa3uMKOB

MHCcTpymeHTb! /
6u3Hec-aHanUTHKa 4

1
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|
I OT3bIBbI
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© Komnanus Cisco u/unn ee govepHue komnanum, 2021 r. Bce npaea 3awmweHsl. KoHduraeHunansHasa nipopmauymsa kopnopaumm Cisco



Program Application

=1V Choose Customer

Program Management

Tool Application Tab Apply to Programs Experience

Specialization

WWW.Cisco.com/go/pma

o: On-boarding & Administration li

a“H Partnership Information Partner & User Profile Program Management & Application Program Enrollment Partner Locator o @

Administer Partner Applications

(v} I Choose Geography ¥ I E 3 | English ¥ |Back to admin |Help and Training IGo to TPV
Specialization 6
Advanced Collaboration Architecture Specialization Renstate Planning
wyerogroms [ appytorrogrms | comm LT — .
Advanced SP Architecture Specialization Renstate Planning
Advanced Security Architecture Specialization Renstate Planning
Advanced Video Specialization Not Appacable
[ | Customer Experience Specialization I Apply Planning
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http://www.cisco.com/go/pma

KpaTtknu 0630p pecypcos ana naptHepos Cisco CX

SuccessHub
cisco.com/go/successhub =

YHMBEpPCaNbHbIN MarasuH 419 BCEro KOHTEHTA, 0b6y4eHns u
pecypcos ans naptHepos Customer Experience bygbte B
Kypce nocneaHnx obHOBAEHUI, NoANULLNTECH Ha
SuccessHub, 4Tobbl nony4aTb cBeAeHUA 06 MHCTPYMEHTAX,
pecypcax U AONONAHUTENbHbIX MaTepranax o1a NapTHEPOB..

YckopeHue —
cisco.com/go/accelerate -

dneKTpoHHOE 0byYyeHme 1 cxeMbl 0O6yYeHNs Ha OCHOBE PO
CX. Nporpamma "YckopeHune" npeanaraet Habop moaynemn
01 CAMOCTOATE/IbHOTO M3yYeHWs, KOTopble MOMOryT
napTHepam Pa3BUTb HOBbIE HAaBbIKM U KOMNETEHLMM. Tenepb
AN1A MeHeayKepa No AOCTUMEHMIO YCrexa 3aKa3ymKa M1
MeHezKepa no 06HOBAEHUIO AOCTYMNHbI HALWW HOBble
cXembl 0by4yeHMA Ha OCHOBE poJieit, No3BoAsAoLMe
MO/IHOCTbIO MOAFOTOBUTBLCA K MOMYYEHWUIO MHANBUAYAbHBIX
ceptudmkatos CX.

OcHoBbI ycnexa
3aKa3uMKOB — 3/IeKTPOHHAA KHUra
cisco.com/go/successhub

ITa 2/1eKTPOHHaA KHura bblna paspaboTaHa, YToObl NOMOYb

napTHepam Cisco co34aTb YCTONUMBYHO MPAKTUKY AOCTUMKEHUA

ycnexa 3aKa3uMKoB. B He ocselaetca ctpaTerna Cisco
Customer Experience no obecneyeHmtio KayecTsa
06CNYKMBAHMA 3aKa34YMKOB M UCMO/b3YIOTCA Nepesosble
oTpacneBble NPAKTUKKN ANA NPefoCTaBAeHUA MPAKTUYECKUX
peKkoMeHZauMin, KOTopble NOMOTYT MAaPTHEPAM Pa3BUTb
BO3MOXHOCTM 0becrneveHns ycnexa 3akasvymKos.

MapTHepckue Be6MHapbI
cisco.com/go/successhub

Y3HaliTe 60nblue 06 3BONOLMN B3aUMOAENCTBUSA

€ 3aKa3umkamm Customer Experience, nocetns Halmn
MHTEPAKTMBHbIE BebuHapb! 414 napTHepos (PIW), koTopble
NpoXoAAT NPAKTUYECKM exkemecsiuHo. Mocetute SuccessHub
W NOANMULUUTECH HA 3TOT CalT, YTObbI BbITb B Kypce
npeacToAlmx BebnuHapos.

O6yueHue nog pyKoBOACTBOM @y O
MHCTPYKTOpa .
ana ceptupurkauum CSM
cisco.com/go/successhub

3apernucTpupymTech Ha Haliv CEMWHaPbI NoA PYKOBOACTBOM
MHCcTpyKTopa (ILT), npoBoauMbIe no Bcemy mmpy. Haw 3-
OHEBHbIN Kypc 0byyeHusa ILT coaepKmT nogpobHoe
BBELEHME, UHCTPYMEHTbI, KOHL,EMNLMM, 06LIMe 334a4M U
MPaKTUYECKMe HaBbIKK 418 MOATOTOBKM K PO/IN MeHeaKepa
ycnexa 3aKka3umkos (Customer Success Manager).

Cxema nnaHa
ycnexa 3aKa34uMKoB

cisco.com/go/successhub

Mo3HaKOMbTECH C NIAaHOM AOCTUMKEHMS YCrexa 3aKa3uMKoB
M UCMOJIb3YMTE M1aH AOCTUMKEHMSA YCrEXa B KAYeCTBe BaLLEro
PYKOBOACTBA. ITO PYKOBOACTBO pa3paboTaHo, YTobbI
NpefoCcTaBUTb BaM NOLLIArOBbIV NPOLECC CO34aHMA
YCTOMYMBOW MPAKTMKK yCrexa 3aKa3umnKos.

B3aumopgeiicTeue ¢ 3aKasumkamm
Cneumanusauyms
cisco.com/go/customerexperiencespecialization

HauyHuTe npamo ceityac 1 y3HalTe o Hallei HOBOM crneuuanmsaumm
Customer Experience. Mbl TaK»Ke NpeaocTaBadaem pyKoBoAALLME
MaTepuabl U pecypchbl,

4106l NOMOYb HALUMM MAPTHEPAM OPUEHTUPOBATLCA HA NYTU

K MOMYYEHMIO CMEeLMann3aLmmn U B KNOYEBbIX aCMEKTAX MPAKTUKMU
OOCTUKEHMA yCrexa 3aKa3umKka.

Ceptudukar Customer Success Manager (CSM) ISCO
CERTIFIED

1 3k3ameH Renewals Manager &Ecmuﬂ

cisco.com/go/successhub

Ceptudurauma Customer Success Manager no3sonset Ham 0by4uTb

n cepTMPUUMPOBATL NyYLIMX NPodeccMoHanos B 061acT B3aMMOAEWCTBUA C
3aKasunKkamu (cepTuduKaLma ABNAETCA NPeBapUTENbHbIM YC0BUEM NONYYEHUA
HoBOW cneunanusaumm Customer Experience). MapTHepbl TakKe NOAyYaOT JOCTYN
K 0byyeHunto Renewals Manager n NpoBepOYHOMY 3K3aMEHY.

MapTHepckoe coobuecteo CX. YaoBneTsopas noTpebHOCTU NapTHEPOB U
cnocobCTBYA COTPYAHMYECTBY, 3TO HOBOE COOBLLEeCTBO HAa OCHOBE posei
no3BoNfAeT cepTuduLMpoBaHHbIM NapTHepam CSM AenunTbea onbITOM, LEHHbIMMK
3HaHWAMM O MeToAax PaboTbl C 3aKa3zumKaMu U UHCTPyMeHTamu. [locTynHo
celiuac Ans Bcex NapTHepos, obaagatowmx ceptudukatom CSM, ckopo ceou
coobuecTBa byayT vy poneit naptHepos RM u CSS.

Mogpgenb naptHepa Cisco No YXKM3HEHHOMY LUKy
cisco.com/go/successhub

MocmoTpuTe Hallly CEpUI0 BUAEOPOINKOB
1 y3HaliTe, Kak Cisco nomoraeT napTHepam Co3/aBaTh

YCTONYMBYIO MPAKTUKY obecneyeHmn ycnexa
3aKa34MKOB.



https://cisco.com/go/successhub
http://www.cisco.com/go/successhub
https://cisco.com/go/accelerate
https://salesconnect.cisco.com/
https://salesconnect.cisco.com/
https://salesconnect.cisco.com/
https://cisco.com/go/successhub
https://www.cisco.com/c/dam/m/en_us/successhub/docs/customer-success-ebook.pdf
https://cisco.com/go/successhub
http://cs.co/EMEARPartnerEnablement-CX
https://cisco.com/go/successhub
https://www.cisco.com/c/m/en_us/successhub/csm-certification.html
https://cisco.com/go/successhub
https://www.cisco.com/c/m/en_us/successhub/customer-success-journey-map.html
https://cisco.com/go/successhub
https://cisco.com/go/specialization
https://ebooks.cisco.com/story/customer-experience-specialization-webinar-ebook/page/1
https://www.cisco.com/c/en/us/partners/partner-with-cisco/channel-partner-program/specializations/business/customer-experience.html
https://www.cisco.com/c/en/us/training-events/training-certifications/certifications/digital-transformation-specialist/customer-success.html
https://salesconnect.cisco.com/
https://www.cisco.com/c/en/us/training-events/training-certifications/exams/current-list/cisco-renewals-manager-700-805-crm.html
https://community.cisco.com/t5/partner-cx/ct-p/partner-cx-role-community
https://cisco.com/go/successhub
http://cisco.com/go/successhub

Personnel Requirements (costs)

Exams/Assessments Format Cost (USD) Duration (Hours)
Cisco Customer Success Manager Specialist 820-605 Exam $250 1.5

Recommended Training

Cisco Customer Success Manager Specialist Instructor-Led $2,200 3 days
Total $2,450 25.5 hours
Exams/Assessments Format Cost (USD) Duration (Hours)
Renewals Manager Exam Exam $80 1

Recommended Training

Renewals Manager Partner Learning Map (Accelerate) E-learning SO 5

Total $S80 6 hours



Practice Guidance and CSM Certification Training

Partner Practice Building

e
@saaer CSM Role Training

]
£i3ss Training DTCSM

Kgx Adopt

iADOPT Practice Builder
Guidance and CSM Ready

*  Minimum of 2 people from each Partner

* Direct engagement/invoicing with iADOPT Ltd

* There is flexibility to send different people to different sessions

* Each partner minimum 2 people to go through both session or 2-4 people if they split
* Class 18-20 people requirement

n/a

n/a

n/a

CSM

Unlimited

Self Paced
Video
Virtual/WebEx

$800/pp

CSM

3 days
Instructor led
Practical
exercises
Virtual/WebEx

$2,200/pp

Practice
Manager
CSM

3 days x 2
sessions
Instructor led
Practical
exercises
Virtual/WebEx

$1200/pp

Proposed Trainings:
Option 1

Session 1-15™ June, —to 17" June, 2021

Session 2 - 6™ July, to 8™ July, 2021

Proposed Trainings:
Option 2

Session 1— 22" June, to 24™ June, 20213
Session 2 — 13th July, to 16%™ July, 2021




BHewWwHAA npoBepKa napTtHepoB CX

AnctpubbloTopbl

CneumnannsnpoBaHHble AUCTPUOBLIOTOPDI
Customer Experience

E33
BanrkHM BocToK 1 AdpuKa
(B npouecce)

% Comstor

E33 n Bennkobputanuma

BennkobputaHuma
D Tecn Data / E33 (B npouecce)
(9 computergross Wranms
Logicoml) stribubon BAvKHWIA BoCTOK 1 AdpuKa
Silicor27
Value Added Distributor EFVIﬂeT

KOHCYNbTaHTbI

NMaptHepbi Cisco Business Enablement
(Takke moryT coBepluaTb onepaumn c KpeanTamm Ha obydyeHune)

Glu CX - https://www.glu-cx.com (Advanced CX Specialized)

VMI - http://www.vmi-collective.com

Traingility - https://triangility.com

Lpyrve cTOpOHHUE KOHCY/NbTaHTbI

Adoptt - https://www.adoptt.com (CX Specialized)

Assento - http://www.assento.co.za (CX Specialized)

iAdopt - karen.russell@i-adopt.com

DSA Consulting - https://www.dsaconsulting.fr
NSF - Audit Readiness and CS Tool Assesment

TUnNUuHbIE NOCTaBLUKN MHCTPYMEHTOB

obecneueHus ycnexa 3daKa34ynkos

Gainsight - https://www.gainsight.com (ssalkin@gainsight.com)

Totango - https://www.totango.com (devin@totango.com)

Planhat https://www.planhat.com/cisco/ (chris@planhat.com)



https://www.glu-cx.com/
http://www.vmi-collective.com/
https://triangility.com/
https://www.adoptt.com/
http://www.assento.co.za/
mailto:karen.russell@i-adopt.com
https://www.dsaconsulting.fr/
https://ciscoservices.nsf.org/rr_audit_services_menu.html
https://www.gainsight.com/
mailto:ssalkin@gainsight.com
https://www.totango.com/
mailto:devin@totango.com
https://www.planhat.com/cisco/
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