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PDI Help Desk (PDI-HD) is a 12 x 5 global support organization which addresses the 
need for proactive support required by Cisco Partners in the complex tasks of 
Planning, Design and Implementation (PDI) of Cisco solutions. 

PDI Help Desk helps 'Fill The Gap' between existing support functions for Presales 
(Account Team, Inside Sales, WW Partner Helpline) and In-Production (TAC) 
support. 

Some of the services available from PDI Help Desk include: 

• Upgrade and migration planning 

• Network design reviews 

• Capacity and scalability advice 

• Initial setup and troubleshooting 

• Configuration and feature integration 
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Partner registers a Collaboration Customer migration 

opportunity (www.cisco.com/go/pdihelpdesk ) 

 
Partner gather and provides data to  Cisco team.  Cisco team 

reviews. 

Partner and Cisco review plans to maximize partner success 

 

Pre-migration plan involves creation of pro-active TAC case 

 

Open TAC case provides faster escalation avenue 

 

http://www.cisco.com/go/pdihelpdesk
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Partner 
registers deal 

REFUSE CASE: 
Defer to self-help 
info on migration 
portal.  

Y 

Accept 

Review deal complexity 
and accept or decline 

Success 

Pre-migration assessment, identify 
outstanding issues and Make upgrade 

HW/ SW recommendations.  

Execute upgrade 

Post-migration assessment, Close TAC case, 
Conduct customer/ partner feedback survey 

Y 

N 

N 

Have partner/PDI 
open TAC case 

for existing 
production issues. 

TAC begins 
investigation under 

proactive TAC case(s) 

Proceed 
and Fix 

CONTINGENCY: 
Partner decides to 
rollback to pre-
migration state 

SUCCESS CASE: 
Update metrics on 
incremental product 
and services revenue  

PDI team  TAC/ CTG team 

N 

Y 

TAC resolves 
production issues. 

PDI schedules upgrade with the partner and customer. 
Hold here until a few days before upgrade. 

Known 
Issues? 

Y 

N 

Have partner/PDI  open proactive CUCM (and Unity) TAC case(s) 
1 week before upgrade 
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Thank you. 


