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—— —] [ Epic Technologies Achieves Phenomenal Managed
Services Growth with Continuum Partnership

As a telecom vendor expanding into IT, Epic Technologies initially experienced some bumps in the road. Managing
multiple vendors plus tedious in-house tasks was costly and inefficient. Then, they partnered with Continuum for
integrated network operations, monitoring and user helpdesk services. Learn how Continuum has helped Epic grow

their managed services revenue by 92% in just one year, and how your business can follow a simple blueprint to
achieve similar results.
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Managed Services Provider
Epic Technologies

Location
Cookeville, TN USA

Areas of Expertise

Epic Technologies is a leading provider of telecom
and IT solutions, with a strong focus on the health
care industry. The company serves clients in middle
Tennessee, including the Knoxville, Chattanooga
and Nashville areas; as well as regional and national
health care accounts.

Solutions Offered
* Voice solutions

* Health care IT

* Nurse call systems

Employees
11

Website

http://www.epictn.com

Executive Overview

Challenge

Epic Technologies had recently added IT managed services to their existing telecom
business, but were experiencing efficiency and cost challenges in working with a number
of vendors while trying to provide monitoring and support to clients on their own.

Solution

Epic partnered with Continuum for service desk, NOC and monitoring services. This
integrated and turnkey relationship allows Epic’s senior technicians to focus on sales,
client service and high-level support while Continuum takes care of the day-to-day and
middle-of-the-night types of issues.

Results

With the strength of Continuum behind them, Epic was able to stretch their technicians
across a greater number of clients and users, which helped them increase their managed
services revenue by 92% in 2012 while improving customer service — without hiring
additional staff.
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“Working with Continuum has been more efficient from every imaginable
angle. Not only in terms of people and time, and responsiveness to clients’

1 jssues, but it’ t-effici IL.”
M On u mental Pa rtnerSh I p ) ICIezC}lgzi Vvt;jr, managing partner, Epic Technologies

Just a couple of years ago, Epic Technologies was primarily
a telecom VAR that had recently transitioned into managed
services. However, their foray into IT wasn’t going as
smoothly as Don Viar, Epic’s managing partner, had hoped.
Viar had become frustrated dealing with what he calls a
“hodgepodge of vendors” and investing hundreds of Average Number Users Supported
man-hours into configuring software, monitoring networks of Open Tickets Per Technician
and other mundane tasks.

“Historically, we were running the monitoring software in
house, using one third party for the NOC, trying to get them
to help us monitor, and using another third party for
helpdesk services. But Continuum brought us a much
better monitoring solution married to an enterprise-class
NOC, plus the service desk. They really bring it all together

in one relationship for us,” Viar said. Before Continuum

140

The Continuum partnership enables Epic to be a complete,
outsourced IT department for their growing clients without
investing in additional head count. According to Viar,
“Continuum looks and feels like a natural extension of our -
services, so there’s never a differentiation between what 140 @ Epic Projected
Epic is doing and what Continuum is doing in the eyes of Epic Today

the customer.” After Continuum

Industry Average

Epic’s senior technicians are freed up to tackle higher-level

support issues, strategic planning, best-practice assessments Continuum’s service desk enables Epic to support a greater

and facility build-outs, because Continuum handles all of number of users and devices per technician, and resolve
the monitoring and service desk support. As a result, Epic’s issues more quickly. '

service board went from having as many as 120-130 open
tickets to an average of 40-45 tickets.
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“Our goal for 2012 was to grow managed services revenue by 25% without
adding staff. In reality we grew by 92% without adding staff.”

P h e n O m e n a I G rOWth — Don Viar, managing partner, Epic Technologies

Viar said that the Continuum partnership has “far, far
exceeded expectations” for Epic Technologies, helping
them nearly double their managed services revenue in

2012. In addition, they were able to stretch the coverage of

their senior technicians over a much larger number of Epic’s 2012 Epic’s SLA Ratings
supported users without hiring any additional resources. Man aged Services

“That flexibility has allowed us to aggressively pursue some Revenue Growth 96%

growth with one of our existing health care clients that is
expanding to become a national chain of clinics,” Viar said.
Thanks to Continuum’s NOC and service desk, Viar is
confident in Epic’s ability to continue to grow with the
client; and the client has echoed this confidence by
extending their contract with Epic for three more years.

Leveraging the Continuum service desk has helped Epic
reduce some of the strain on their existing internal staff,
allowing them to be more responsive. And since the NOC
takes care of those middle-of-the-night network monitoring
issues, many problems have already been fixed when
Epic’s clients wake up in the morning.
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Viar mentioned a metric that is particularly important to Before With
him, service level agreements, have also improved since his Continuum Continuum
team began working with Continuum. “SLAs mean we do

what we say we’re going to do, when we say we’re going to _ , ) ) _ o
o, with a high degre of reliabiiy. We went from 829% to o managed saicea rbvans 12012, o sanvce love agreements (SLA) -
96% since we started working with Continuum,” he said. backed by Continuum. ' indicating greater client satisfaction.
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“I'm not aware of any other managed services solution that helps a telecom
company move into data better than Continuum.”

u ]
Eplc AdV|ce — Don Viar, managing partner, Epic Technologies

Viar admits it can be daunting for small telecom vendors to
break into the managed services arena due to the fear of
the unknown. That’s why it is important to find the right
partner as you make the transition. “We’re encouraging
fellow telecom dealers to realize Continuum gives you a
great vehicle for making the move into managed services,
because they do bring so many strong, enterprise-class
services to you in one relationship,” Viar said.

Basically, Viar said that to break into managed services, a
telecom dealer would really only need to do two things:

1. Hire one key person in-house, a senior technician who
can help build credibility with clients and offer onsite
and higher-level support

2. Partner with Continuum for the rest of the delivery
(including NOC, monitoring and service desk)

With just that one resource in place along with a Continuum
partnership, Viar believes telecom VARs can get their feet
wet in the industry and grow to about $10,000 a month in
managed services revenue. “Once you find that person,
that key resource who'’s going to be your team leader for IT,
the Continuum solution is turnkey behind him,” Viar said.






