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When you evaluate a software solution to support your casualty claims, you naturally focus on product features
and pricing but leave a blind spot to a risk that is equally as important to evaluate: product support. Slow or
unreliable support can stall your teams, add costs, and erode trust. The quality of a vendor’s software product
support team matters as much as the solution itself. Whether you are asking a routine question or navigating a
critical issue, the right support team can make the difference between a quick resolution and ongoing disruption.

You need a partner you can count on for fast, dependable support. To ensure you get the support your team deserves, use this checklist to evaluate potential
support models and processes.

1. Standardized Processes and Comprehensive Documentation
Consistent, well-documented processes across all products and services create a single source of truth, so
you get consistent guidance no matter which product you use or who you speak with.

2. Personalized Support at Every Level
Software product support should match your needs, not a one-size-fits-all approach. Access to dedicated
resources, expanded support roles, and multiple levels of expertise available provides the right level of
engagement at every stage.

3. Right Expert, First Contact
Fast resolution starts with connecting you to the right expert the first time. This reduces back-and-forth,
limits escalations, and gets you to the solution you need with less effort.

4. Deep Subject Matter Expertise
Experienced specialists with decades of knowledge quickly identify root causes and resolve issues
accurately, reducing rework and operational delays.

5. 24/7 Coverage
Critical issues cannot wait. With 24/7 coverage, urgent problems are addressed promptly, regardless of
your time zone or time of day.

6. Clear Reporting With Accountability
Comprehensive status tracking with synchronized updates, timestamps, and response confirmations
eliminates information gaps, ensuring you always know who owns the next step, when to expect it and that
nothing falls through the cracks.
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7. Predictable Turnaround Times by Priority Level
Defined turnaround times by priority level help you plan your operations for urgent vs routine issues.

8. From Reactive to Proactive 
Support interactions are systematically analyzed to drive product enhancements, ensuring today’s solution
becomes tomorrow’s prevention, not tomorrow’s repeat issue.

When you choose a partner who checks all of the boxes, you can lower your operational risk. As issues arise,
you receive faster resolution so you can minimize downtime, reduce manual workarounds, and prevent
unnecessary claim delays. Most importantly, you can rest easily knowing, when you need help, you’ll reach the
right person and be supported every step of the way.

Ready for software support you can count on? Contact us to find out how Enlyte measures up and is prepared
to deliver fast resolution, clear communication, and consistent follow-through.

©2022 Enlyte Group, LLC.

mitchell | genex | coventry

/schedule-consultation

