
Closing more than 650 support cases  
a month gave us a great idea: 

Let’s do support even better. 

Since introducing the SentryOne Support Organization, our Help 

Team has closed more than 4,000 support cases at an average of 

more than 650 cases per month. And we’re not slowing down.  

We’re continually looking for ways to improve your experience  

as a Sentry customer. 

Now, we’re taking your support experience to the next level by 

providing you a dedicated team of resources committed to knowing 

your business and addressing your organization’s unique challenges. 

Here are some of the benefits you can expect to see:

get resolution faster, with improved turn-around times  

and increased efficiency in routing your calls

benefit from clear ownership of your case and resources 

familiar with your organization’s set up and needs

leverage your team’s knowledge and expertise, including 

specialized knowledge of your state’s mandates and requirements

enjoy a more consistent service experience, with a team  

that understands your organization’s support history

get to know your support team on a first-name basis,  

and enjoy a stronger relationship with Sentry

experience a seamless transition from implementation  

to support, with coordinated teams aligned to provide you  

the best experience as a new client

more support, focused on you

Our new, dedicated team 

approach ensures you can easily 

connect directly with highly-

trained staff members who know 

your account and the specific 

requirements of your state. Each 

support team (Central, East, 

South and West) will have its own 

assigned resources:

Account Managers to help 

you optimize your system and 

measure results 

Product Support Specialists  

to answer your technical 

questions and serve as your first 

point of contact when you need 

technical support

Technical Support Specialists 

to find answers to your more 

complex issues related to 

configurations and investigations 

and, when necessary,  determining  

any data correction needs that 

must be addressed
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New roles help ensure a more consistent 
implementation experience 

Our new structure aligns with the support team’s Central, East, South and 

West regions to ensure a smooth hand-off from implementation to support: 

Assigned Teams of Project Managers and Engineers get to know your 

organization’s unique configurations, improving the implementation process 

and ensuring the quality and  consistency of future implementations. 

Regional Project Managers (RPMs) guide you through the development 

of your data feeds: answering your questions, ensuring that test files are 

reviewed quickly, helping you understand your test output, and suggesting 

corrections to your data. Run into an unusual situation? Your RPM will partner 

with a Senior Engineer to evaluate your issue and help with problem-solving. 

Division Managers play an integral role in defining scope, allocating team 

resources to reach implementation goals and planning for more efficient 

future implementations across their assigned clients.

Always here  
for you

SentryOne Help Team
866.221.4338
9 AM to 9 PM ET, M-F

Ramona Walls,  
Director of  
Client Services

800.411.4566 x2559

Kevin Updegrove, 
Director of 
Implementation

800.411.4566 x2567

supporting  
our new  
standard:
live in as little as  
60 business days


