
‘Always On’ Customer Success Support Center
Cory Jines, Vice President, Professional Services & Customer Success Program

October 11, 2017



2Ehrhardt + Partner Solutions, Inc. © All Rights Reserved. Smarter Connected Logistics™ www.EPG.com 

Introductions

 Vice President of E+P Professional Services & 

Customer Success in North America

 Lead the E+P professional services and Customer 

Success Support organizations

 20+ years of experience in operations, engineering, 

services, and sales 

 Extensive experience managing the implementation 

of a variety of WMS and Voice solutions

 Held leadership positions with Caterpillar (Neovia) 

Logistics, JDA Software and Honeywell Vocollect 

Solutions

Cory Jines
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 E+P Introduction

 Introduction to E+P Professional Services, 

Customer Success & Always On 

 Always On Overview

⎼ What E+P Always On is

⎼ What Always On offers

⎼ How Always On works

 Q & A

Agenda
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E+P Fast Facts

Dedicated E+P

logistics team

‘Always On’ customer

support center

WMS provider in Europe

>1,000
Customers globally

500+ people 24-hour support 2nd largest

Increase in productivity

with Lydia Voice

35%
Improved space utilization

>15%
Perpetual, SaaS

and hosted

License friendly
Picks per day

>100 million
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Four 
tiers

Knowledge 
center

Online ticket
submission

Hotline ticket
submission

Call 
center

24 x 7 
support

Global
footprint

Dedicated
team

Always On Customer Support Center
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Germany
Boppard-Buchholz Russia

Moscow

E+P Global Coverage

Spain

Brazil
San Paulo

UK
London

Poland

Switzerland
Geneva

Czech 

Republic

UAE
Dubai

USA
Chicago

Charlotte
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E+P Professional Services & Customer Success

Always On
Customer Success

Call

Center

Repairs

Secure

Data Center

Server

Configuration

Professional Services

Cloud

Technology
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Customer Support & Technical Service Tiers

Standard Gold Platinum Diamond

Online & Hotline Ticket Submission –

24 x 7 x 365

Online Ticket Submission –

Mon-Fri 8am-6pm EST except US holidays

Hotline Ticket Submission –

Mon-Fri 8am-6pm EST except US holidays

Level 1 Response Time –

Operation impaired slightly

Level 2 Response Time –

Operation impaired considerably

Level 3 Response Time –

Operation impaired completely

Number of annual support tickets included

Number of authorized support contacts

All software releases remotely updated by E+P

Access to E+P online knowledge base

20 50 Unlimited Unlimited

3 5 10 20

Within 1 business day

Within 1 business day

Within 1 hour

Site to Site VPN Required
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Optional Services

Standard Gold Platinum Diamond

Onsite troubleshooting –

Tickets that cannot be resolved by phone or via remote online 

access will require an onsite visit by an E+P technical 

professional*

Change request –

Modifications & functional upgrades of the existing scope of 

work (SOW) are performed upon the request & approval of 

additional cost by the client

Onsite consulting/support–

Upon request, an E+P Solution Specialist can arrange to visit 

your location

Hardware maintenance agreements–

One (1), three (3) & five (5) year agreements covering repairs 

for Voxter Elite, Voxter Elite scanner & VoiceWear

*Optional services are priced individually. Pricing for onsite troubleshooting and consulting/support does not include travel and expenses, they are invoiced separately.
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Always On Process Overview

Standard Gold Platinum Diamond

Within 1 
business day

Level 1

Within 1 
business day

Within 1 
business day

Within 1 
business day

Within 1 
business day

Level 2

Within 1 
business day

Within 1 
business day

Within 1 
business day

Level 3

Within 1 
business hour

Within 1 
business hour

Within 1 
business hour

Within 1 
business hour

60% of questions

solved by knowledge center

Unresolved issues 

communicated

to E+P Always On

Team

Customer



Always On Service Desk
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Always On 
Service Desk
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Always On 
Service Desk
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Always On 
Service Desk
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Always On 
Service Desk
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Insight
Customer

setup
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Reports
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Always On 
ticket 

tracking



Q & A



Thank You!  

Want to reach us?   info.us@epg.com

www.epgroupna.com/alwayson/


