
ATTENTION. ALWAYS.

Faster Turnaround and Continuous 

Support for a Leading Global 

ECM Solution Provider 



Our client is an enterprise information management solution 

provider. They provide services even to highly regulated industries. 

They sell products in 29 different languages across industries 

worldwide.  They were also listed in Gartner's Magic Quadrant for 

Enterprise Content Management. 

Our client wanted support for their latest document management 

software, WebApp, Mobile App and hosted environment on MS 

Azure which helps organizations manage their documents 

effortlessly and effectively. The client was in the process of 

implementing this software when they came to Aspire for support. 

More specifically they needed 24/7 support for their US and 

Finland customers on weekends and holidays, also offer support 

for the Asian region. 

THE CUSTOMER

THE CHALLENGE

The client needed to create different scenarios remotely to 
understand the issues and provide quick solutions to a 
varied customer base using mobile app, web page and MS 
Azure cloud.

Ensuring higher user adoption by solving issues promptly. 

Ensuring flexible deployment with attention to response 
time, procedure and escalation accuracy. 

The client needed to cater to various SLAs depending on 
different customers and ITIL Compliance.



Troubleshooting 

technical product 

issues reported by 

customers and resellers 

report via raising 

tickets and problems 

caused by third party 

applications.

THE SOLUTION Aspire had their own development team working on the project 

and collaborating with the R&D team of the client. So every time 

an issue arose, it was researched, documented and the possible 

solutions were sent to the client’s R&D department by Aspire’s 

team. So the bugs and issues were sorted quickly, giving the client 

reduced turnaround time. The solution also included: 

Providing cloud server support ensuring zero down time. 

Troubleshooting technical product issues reported by 
customers and resellers report via raising tickets and 
problems caused by third party applications.

Providing remote support to the customer or resellers via 
phone, ITIL based ticketing system making sure the issues 
got resolved faster and the implementation went smoothly.

Handling issues pertaining to functionalities, add-ins, 
integrations, customizations and new features. 

Effective and timely processing of incoming tickets. 

Aspire’s team did regular audits on the tickets raised by the 
customers to meet high standards of customer satisfaction.

Implementing workflow automation done on ticket triaging, 
SLA, assignment, routing and resolution.

Solution Highlights

BEST PRACTICES

Proactive Monitoring

Patching & Maintenance 

Account Provisioning

Knowledge Management

Cloud support and Server Monitoring

Centralized and automated ticket management

Environment duplication to solve issues

Team is Equipped with L3 certified engineers 

Development  team collaborating with client’s  R&D team 
ensuring faster turnaround

Technician time and effort saved through automation



BEFORE & AFTER 
SITUATION

The toughest part of product release is its implementation. The 

client with their global presence had difficulties in providing 

round the clock support. Aspire helped them to setup, 

implement, troubleshoot and provide proactive monitoring to 

get them the right attention from their customers. 

THE BENEFITS

Windows server 2012, Windows 8, 

Windows 10

MS Azure

VMware

Windows Azure tools

Kayako Ticketing tool

Hamachi Gateway

Mobile Operating System: 

Windows, Android and IOS

Reduced up to 40% costs on support and delivery

Improved product release timelines

Achieved zero downtime with round-the-clock server support

Reduced support hassles through centralized knowledge 

repository

Technical support resolution is 40% to 60% faster through 

automation
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