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THE COMPANY
ESI Enterprises was established over fifty years 
ago as an electric-shaver distributor and has since 
grown to become a major distribution and trading 
company, acquiring consumer durable products such 
as; branded electronics, appliances, house-wares, 
sporting goods, toys and other general merchandise, 
from a variety of manufacturing and retail sources, 
and distributing these to customers across the globe.

The company has a fine tuned logistics operation with the unique ability to work 
closely with customers and meet their requirements, no matter how demanding. The 
organization also utilizes the skills and strengths of its people and processes to meet 
customers’ needs at the lowest possible cost; leveraging distribution channels, efficient 
logistical platform, access to capital and other competitive advantages to best meet 
customer demand.

ESI is differentiated by the superior customer service it provides to their retailer/dealer 
accounts as well as the end users of the products. Providing internet-based systems 
that allow real-time tracking and management of inventory and allowing customers 
visibility of the status of their orders.

The company also has a dedicated team of technicians that assist customers with 
product set-up and troubleshooting plus a network of repair and parts distribution 
facilities in the United States, Mexico, and Canada that provide fast and efficient repairs 
of consumer electronics.

ESI operates on a set of core values – direct and focused customer relationships, 
efficient and scalable operations, financial strength, and a culture of entrepreneurial and 
results driven employees – these continue to be the foundation for the organizations 
success and growth.
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TECHNICAL 
SUPPORT CENTER
More recently, ESI contracted ServicePower to handle their 
US support/warranty call-center function. The reasons for 
this decision were outlined by Eddie Palacios, Director of 
Service Operations at ESI:

“As we already utilize ServicePower solutions to handle 
the claims and service dispatch side of the business, when 
we were looking at making improvements to our support 
systems, it made sense to place the callhandling end of the 
business with ServicePower. We had worked with them for 
a number of years already and they had always provided 
excellent support to us as a client, so we were confident 

that they would be able to provide this same level of support to our own customers 
and transition the move smoothly. An added benefit is that the staff at the Technical 
Support Center are all familiar with the management and tracking systems and are 
able to very effectively guide callers through the best use of the customer online 
interface, giving users a very positive support experience.”

As ESI continues to grow, the past two years have seen the need for some additional 
client specific customer service functionality, outside the scope of the existing 
systems. These requirements were discussed with ServicePower to create best-fit 
solutions for each.
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THE PROJECTS
In 2005, to help facilitate growth within the organization, ESI 
began the deployment of ServicePower dispatch and claims 
systems. These provided essential tools to help ESI manage 
and track the status of warranty and service requests and 
provide the interface for both end-user and OEM service/
parts request tracking.

Since that initial installation, ServicePower have worked 
closely alongside ESI to continue to build the functionality of that initial installation and 
take full advantage of the online tracking and reporting aspects of these products and 
enhance and grow their customer and client interfaces.
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US MILITARY- 
INTERNATIONAL 
EXCHANGE STORES
With the new ESI system, support requests can now be raised 
from International Exchange Stores located on US military 
bases in the UK, Europe and Asia Pacific, direct to ESI. The 
Technical Support team will place the service request and provide tracking of the 
replacement or refund, significantly improving the time taken to resolve these cases.

IMPLEMENTATION
At the beginning of each project ESI and the ServicePower team, agreed a target date 

and budget. ServicePower then provided a schedule of delivery so that the project 
could be managed and tracked

INTERNATIONAL 
MEMBERSHIP 
SUPPORT
An ESI retail client that provides a membership style retail 
environment for customers planned significant expansion 
into the Caribbean and South and Central America. All 
customer communication and online experiences for this 
client need to be in the relevant language and based 
around the customer membership number, therefore 
the support system needed to have the ability to work 
with these parameters. ServicePower worked with ESI 
to design the changes to enhance the functionality of 

the claims and dispatch systems, to handle these additional variables required for the 
customer support interface.
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effectively. Initial deployment of each of the new solutions took place at the ESI 
Southern California headquarters, where training was provided both on-site and 

through webinars, and the projects were then devolved out across other regions and 
countries through online webinars and training provided by ServicePower.

BENEFITS
Over the eight years of their business relationship, ServicePower have provided ESI with 

timely and cost effective solutions that have served to significantly enhance the ESI 
customer experience.

In addition, by moving the support call center function to ServicePower, ESI have 
made cost savings on several elements as well as greater efficiency through integrated 

support and dispatch systems.

ESI end-user customers (product purchasers) have confident and competent call 
handlers and a secure and easy to use online tracking system to follow up on their 

service inquiry. ESI retail and manufacturing clients (product suppliers) have an 
efficient, effective and trackable warranty support system.

“The ServicePower system helps us reach our goals efficiently, and in a cost effective 
manner. It allows us to grow and change with the industry, to meet and, exceed our 

customers’ expectations. Eddie Palacios, Director of Service Operations at ESI”

THE FUTURE
With a successful eight-year history of working together to build solutions to grow 

the business within ESI’s core values, of direct and focused customer relationships and 
efficient, scalable operations, the relationship going into the future is a strong one.

Find out more about ServiceOperations at: http://www.servicepower.com/solutions/
workforcemanagement/servicescheduling/

http://www.servicepower.com/solutions/workforce-management/servicescheduling
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About ServicePower
ServicePower Technologies Plc (AIM: 
SVR), is the only company that provides a 
complete global, mobile, field management 
platform enabling clients to mix labor 
channels, utilizing employed, contracted 
resources, and on demand resources while 
controlling all elements of the field service 
lifecycle, from planning, to execution to 
analysis. We offer a range of integrated 
software products and services that are 
used by some of the leading manufacturers, 
third party administration, insurance, and 
telecommunications companies, world wide.

For more information, email us at info@servicepower.com
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