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Introductions

Cory Jines

Ehrhardt + Partner Solutions, Inc. © All Rights Reserved.

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
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Agenda

= E+P Introduction

= |ntroduction 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

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



E+P Fast Facts

>1,000 500" people
Customers globally Dedicated E+P
logistics team

35% >100 million

Increase in productivity Picks per day
with Lydia Voice

Ehrhardt + Partner Solutions, Inc. © All Rights Reserved.

®

24-hour support

‘Always On’ customer
support center

License friendly

Perpetual, SaaS
and hosted

Smarter Connected Logistics™

2"d |argest

WMS provider in Europe

>15%

Improved space utilization

www.EPG.com



Always On Customer Support Center

@

Dedicated Global 24 x 7 Call
team footprint support center

Hotline ticket Online ticket Knowledge Four
submission submission center tiers
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E+P Global Coverage

Germany ¥ .
Boppard-Buchholz p Russia

Moscow
¢ Poland

»,

g , Czech
Chicago i \ :
Charlotte Swgsneervlaand ’ Republic
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E+P Professional Services & Customer Success

Secure
Data Center

Always On

Customer Success

Configuration

Technology \A)fessional Services
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Customer Support & Technical Service Tiers

Site to Site VPN Required

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

Ehrhardt + Partner Solutions, Inc. © All Rights Reserved.
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Optional Services

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

©
9,
9,
@
9,

©@® ® ®
©® ® o(f)
©@® ® ®

*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

~ —> Level 1
Within 1
Customer
—>Level 2
Unresolved issues bu“!!ﬁ';;”sﬁay
communicated
to E+P Always On
Team »Level 3
60% of questions Within 1
solved by knowledge center business hour

Ehrhardt + Partner Solutions, Inc. © All Rights Reserved. Smarter Connected Logistics™
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Within 1
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Within 1
business hour
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Within 1

business day

6

Within 1
business day

6

Within 1
business hour
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E + P ~ Always On Service Desk
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Always On
Service Desk

H

Welcome to the EPG Support

What do you need help with?

Popular Recent

LFS D Hardware - Lydia

Lydia B click here to create a ticket
Incident - Detailed - LFS
click here to create a ticket

Browse all

Smarter Connected Logistics™
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Always On
Service Desk

EPG Support
Lydia

Welcomel You can raise a Lydia request from the options provided.
You can find your Request here

What do you need help with?

General request
click here to create a ticket

Hardware
click here to create a ticket

]
Software
click here to create a ticket

RMA
click here to create an RMA ticket request

Smarter Connected Logistics™
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Always On
Service Desk

-
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Always On
Service Desk
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Project settings

Summary

Details

Request types
Customer permissions
Portal setfings

Email requests
Customer notifications
Safisfaction settings
Knowledge base
SLAs

Automation

Ssue types
ncident

Workflows

Screens

Fields

Versions

Automatic assign LFS issue to tier3

Create your own custom rule

@ Tips for customizing this rule

WHEN

SLA time remaining
Time to resolutio. .

Any items

# Edit assignee

Edit THEN
# Edit assignee

Field

Assignee

Value

CompetenceCenter
Assign to me

Confirm | Cancel

Options




Insight
Customer
setup

M © 5 & m €

m

‘N

© B

QUEUES
My open tickets
SLA atrisk
SLA breached
Due soon
All open

+ New queue

LYD4

Test USA SLA

# Edit || []JComment = Assign More ~

Details
Type:
Priority:
Labels:

Customer Request
Type:
INS Firma:

INS Contract Type:

INS Components-
Hardware:

INS Hardware -
Version:

Description

Click to add description

Attachments

) Incident
- Medium
None

L Hardware

al Herr's
& Level 2 Diamond

= Voxter

i Elite

In Progress | = Admin ~

Status:

Resolution:

CT} Drop files to attach, or browse.

Related knowledge base articles

No related articles found.

Return to queue

2 T Export»
SLAs
i Time to resolution
B (view Workflow) 23h 57m e
Unresolved within 24h &
People
Assignee: 7] Unassigned
Assign to me
Reporter:

toni.bergermo@epg.com

Request participants: None

Organizations: None
Votes: 0 Vote for this issue
Watchers: 0 Start watching this issue

Service Desk request

Request type: L Hardware
Customer status: Open
Channel: Portal

View customer request &

Dates

Created. 22/Aug/17 550 Pl

Smarter Connected Logistics™
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Always On
ticket
tracking

T Key Summary P 4 Status
4
B DAN-15 Can not dispatch + CLOSED
outbound trailer
3
() DAN-16 Add column + CLOSED
uc_ist_addr2 to
3 order table and
intergrator change
to support
1
(#) DAN-8  Modify Usr- + CLOSED
0 report to add Ship
06 Sep 2016 20 Sep 2016 04 Oct 2016 Date and Cutomer
Notes
Issues in_the last 30 days (grouped daily) View in DAN-12  Add Columns to T CLOSED
Issue navigator Order Table to
O Created issues (9) Support ltermediate
O Resolved issues (4) Sl ]
SCH-1 Invoic T CLOSED Assignee
o , fveice Total Issues: 48
Detail Report
DAN-7  Location Cost + CLOSED 10
Structure DDA 3
B DAN-10 05 CLOSED 5
Displaying Order
Comments 6
O DAN-11 + CLOSED 5
Tracking Report =
Smarter Connected Logistics™ www.EPG.com 18
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=+ " Thank You!

crourpsss  \Want to reach us? Info.us@epg.com
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