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Cisco Smart Net Total Care 4.0 Portal 

 

(Updated November 3, 2017) 

 

General 
Q:  What is the Smart Net Total Care 4.0 portal release all about?  
A: Cisco has improved the portal and reporting system that enhances the Smart Net Total Care Service. All these 

improvements will give you faster results and more accurate information about your Cisco installed base and 
collected devices. 

 
Q:  What has improved?  
A: The upload processing system has been updated to provide you with an improved experience when using the 

Smart Net Total Care portal. You’ll experience these improvements in the following ways: 

 Upload file processing is faster than before and completes successfully without getting stuck in handling. 
Successful upload processing happens 99% of the time.  

 Profiling of discovered devices, including grouping them into equipment types, is more complete and 
accurate.  

 Alert reporting is now focused on the impacted device and doesn’t report on modules or other 
components associated with the impacted device. This eliminates extraneous, non-actionable 
information.  

 Contract data synchronization now occurs every two hours instead of every six hours to ensure 
information is updated as often as possible.  

 Portal UI report performance has been improved so that large reports load in seconds instead of minutes. 

 Upload processing has been decoupled from portal availability. Backend changes can be made 
independently without affecting portal access. This translates into fewer portal downtime incidents and 
more availability for you.  

 
Q:  Do I need to update our Common Services Platform Collector (CSPC) software? 
A:  No, there are no changes required to the CSPC to take advantage of the SNTC portal enhancements. All the 

changes are in the upload processing...although we recommend that you make sure your CSPC is running a 
current version of software. 

 
Q:  Is the new system compatible with all versions of the SNTC collector? 
A:  Yes, there are no changes required to the collector, either the Cisco CSPC collector or third party collectors from 

SolarWinds or Netformx. If the collector is uploading currently it will continue to work with the new system. 
 
Q:  Do I have to do anything different to access the new system? 
A:  No, we’ve handled all the details. All current users can access the portal just as you do today. You login to the 

portal at the same URL (https://services.cisco.com) and with your existing user ID and password.  

https://www.cisco.com/c/en/us/support/cloud-systems-management/common-services-platform-collector-cspc/tsd-products-support-series-home.html
https://services.cisco.com/
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Q:  Do I have to reassign any of my custom settings? 
A:  No. All access and control information remains unchanged. For example, user roles and preferences, inventory 

segmentation, custom display names, and report generation schedules all remain the same. You will need to re-
enter imported device data and annotations associated with that data.  

 
Refer to the table below to see what information is retained and what you will need to recreate in the SNTC 4.0 
portal.  

 

Inventory 
Data Type 

User 
Login 

Role 
Based 
Access 
Control 

Inventory 
& 

Segment 
Definitions 

Device 
Data 

Coverage 
Annotation 

Alert 
Annotation 

Offline 
Report 

Schedules 

Custom 
Display 
Name 

        

CSPC 
only 

                

CSPC with 
CSV 

      partial partial partial     

CSV file 
only 

      X X X     

Transport 
file only 

      X X X     

 
 = all data is retained 
X = File imported device information must be re-entered 
Partial = CSV file imported device information must be re-entered (CSPC uploaded device information is retained) 
 

 
Q: Will all my existing company device data be available in the SNTC 4.0 portal? 
A: Most of your uploaded data will be available. We’ve migrated the last year of uploaded collector data. The data 

from the last upload of the month for the previous 12 months for each collector installed, either CSPC or other 
supported collector, will be available.  
We are not able to migrate device information from file import methods. This applies to both CSV file imported and 
transport file imported devices. Any user annotations for those devices (such as Alert management notes, 
coverage comments, or reasons why a device is not covered by a contract) must also be re-entered by you. You 
will need to reimport those devices and add the actions and comments again. 

 
Q:  Our company doesn’t use the CSPC or other collector upload functionality to upload data. We manually 

import the transport file to Cisco. Will that data be available in the new system?  
A:  No, you will need to re-import your latest transport file to see the data in the portal. You should use the same 

process you use today. 
 
Q:  My company only uses CSV file import to add devices to our inventory. Will we have data available in the 

SNTC 4.0 portal?  
A:  No, you will need to re-import your devices using CSV file import, and manually re-enter any alert or coverage 

annotations you may have made in the 3.x portal. 
 
Q:  My company uses a mix of CSPC uploaded data and CSV file import data to augment it. What data will be 

available in the new system?  
A:  You will see the last 12 months of uploaded data in the portal. You will need to re-import any devices you added 

using CSV file import, and manually re-enter any alert or coverage annotations associated with those devices. 
 
Q: Where can I get help with the CSV file import process? 
A: Refer to the “Migrating imported data from 3.x to 4.0” process document for details. If you have additional 

questions, please start a discussion in the Smart Net Total Care community. 
 
Q: Our company hasn’t uploaded data in the last 12 months. What data will I see in the portal? 
A: If you haven’t uploaded data within the last 12 months there will be no data in the portal. You will need to upload 

data through whichever method you prefer to have data for portal reports. You will also need to re-enter any 
device coverage and alert management annotations you previously added. 

 
 

https://supportforums.cisco.com/t5/smart-net-total-care-blogs/migrating-imported-data-from-3-x-to-4-0/ba-p/3200420#M75
http://www.cisco.com/go/smartservices
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Q:  Can I view reports in the SNTC 4.0 portal and SNTC 3.x portal at the same time?  
A:  No. Reports will only be available in the SNTC 4.0 portal. 
 
Q:  Are all Smart Net Total Care portal users getting access to the SNTC 4.0 portal at the same time, or are 

users being migrated in phases? 
A:  All existing portal customers and registered users are being given access to the SNTC 4.0 portal release at same 

time. All new companies who register for portal access after the release date will also seamlessly get access to 
the SNTC 4.0 portal. 

 
Q:  Is there any change to the way I should work with TAC because of the new system? 
A:  No, you contact TAC for device-level support just as you do today. For CSPC and portal issues, the SNTC 

Community and the Service Support pages are still the primary means of support, unless you have a Smart Assist 
contract.  

 
Q:  Are there any known issues I should be aware of?  
A:  You can treat the SNTC 4.0 release like any other release. After the release is available, please refer to the Portal 

Release Notes for any known issues.  
 

 
Report Improvements 
Q:  I see a difference between the number of devices in the SNTC 4.0 portal reports versus what I saw in the 

SNTC 3.x reports? Why is that? 
A:  You may see more devices in the SNTC 4.0 portal because of improved device profiling rules. Changes in these 

rules enables more complete and accurate identification of Cisco equipment. 
 
Q:  I’m using the “Comprehensive View” report preference? Will I see a difference in the number of devices in 

the SNTC 4.0 portal reports versus what I saw in the SNTC 3.x reports? 
A:  If you’re using the “Comprehensive View” for reports, you may see fewer devices than previously reported in the 

SNTC 3.x portal reports. The comprehensive view reports all devices, no matter when uploaded, even those 
devices that have not been uploaded recently. Since we have migrated a year’s worth of historical data for 
reporting in the SNTC 4.0 portal, a device uploaded before November 2016 and not after October 2017 will not 
appear in the SNTC 4.0 portal reports. This means the total device count displayed in the portal will be less. This 
may also affect the data you see (or don’t see) in the Inventory Delta report. 

 
Q: Why do I see more devices with support coverage than before? 
A: The frequency of contract data synchronization has been increased. This helps ensure coverage changes are 

reflected in reports more quickly and you will see more accurate coverage information. 
 
Q: Why do I see a difference in the number of alerts reported? 
A: Alert information logic and reporting has been refined. There may be multiple reasons for the differences in the 

number of reported alerts: 

 You may see fewer alerts because - 
o We provide more accurate information and filter out “false positives” by taking into account the 

installed software IOS version as well as the Product ID. An alert will be reported if both the version 
of IOS and the Product ID match the alert. The result is fewer alerts reported, when an issue does 
not affect a particular version of software. 

o The SNTC 4.0 alert logic only displays software alerts for the chassis they affect. The previous logic 
displayed software alerts as affecting both the chassis and all components installed in the chassis. 

 More alerts may be listed because we are now verifying alert details differently and reports may contain alerts 
that are currently being missed.  

 

Q: Are there any new features or report changes in the SNTC portal 4.0 release? 
A: Yes, you will see some changes in how some of the reports function: 

 The Inventory Delta report is a “Beta” version. The new version allows you to choose any two upload 
snapshots to compare, instead of limiting them to comparing only consecutive uploads.  

 In the Upload Processing report, for data that has been migrated to 4.0, the original date and time will be 
displayed in the “Upload Received” column but the “Processing Start” and “Processing End” columns will 
show the migration date and time. The “Inventory Source” column will display System Replay instead of 
Collector Upload. 

 All reports can now be scheduled to run on a specific date, for example the last day of the month. 

http://www.cisco.com/go/smartservices
http://www.cisco.com/go/smartservices
https://www.cisco.com/c/en/us/support/services/smart-net-total-care
http://www.cisco.com/c/dam/en/us/td/docs/services/SNTC/Release_Notes.pdf
http://www.cisco.com/c/dam/en/us/td/docs/services/SNTC/Release_Notes.pdf
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 The email you receive when a scheduled report completes will now contain a hyperlink to the finished report. 
You will be validated with your CCO ID and the report will download to you. No need to log in to the portal to 
access the report. 

 Color coding has been added to PSIRT reports to visually emphasize the Security Impact Rating so that the 
most important items are easier to identify. 

 
Q: What do you mean when you say the Inventory Delta report is a “Beta” version?  
A: Because of the changes to the Inventory Delta report, we want to do additional testing before certifying it as 

released. We’re making the “Beta” version available so that users who regularly use the report can continue to get 
the data. 
 
The report also requires additional data processing of historical uploads. The data is being processed based on 
the Inventory Delta report customer usage. The most active users will have the additional processing run first. This 
means that if your company hasn’t previously used the report or has used it infrequently, you may not initially see 
the full data history for snapshot selection. It will take a while to reprocess 12 months of data for all existing 
customers. We will remove the “Beta” designation when the testing is completed and all data is available. 

 
Q:  Why do I see a larger number of “Not Recognized” devices in the reports in the SNTC 4.0 portal? 
A:  We’ve refined the way we validate Cisco serial numbers. This may move some devices that cannot be covered by 

a service contract from the “Not Covered” report to the “Not Recognized” report. 
 

 
Additional Information 
Q:  Where can I go to get more information about the Smart Net Total Care Service and the SNTC 4.0 release? 
A:  You can use the SNTC Service Support page, the SNTC Community, and the SNTC portal status page for 

additional information. 
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https://www.cisco.com/c/en/us/support/services/smart-net-total-care/index.html
http://www.cisco.com/go/smartservices
http://sntc-status.cisco.com/

