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We Are Always “On” 
Lucas software is critical to your operations, so we can't a�ord to take time o�.

Exceptional Service Is Central To Our Mission
Outstanding after-sales support is core to the Lucas mission of improving the work 
lives of hourly associates and front-line managers. Our support services organization is 
focused on ensuring that every user in your organization (hourly associates, front-line 
supervisors, and managers) realizes the full benefits of our software solutions for the 
lifetime of our partnership.

While other software companies have been cutting internal support teams and 
pushing customers to lower-cost self-service portals and chats, Lucas has expanded 
our team and services. We are committed to providing all of our customers with live 
telephone support, by Lucas engineers, 24 hours a day and seven days a week, 
including holidays.

An Experienced, Cross-Functional Team
The Lucas support services team includes software services engineers, mobile 
technology specialists and customer care specialists.
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Application 
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Project 

Managers

*Team members average 4.5 years with Lucas with an average of 14 years of experience

in IT related functions.

Our Pittsburgh, PA based support team is available 24 X 7 X 365.

All services are provided by experienced Lucas engineers - not an outsourced 
help desk.

Your support team includes Lucas executive leadership and our entire engineering 
organization.

International o�ces to provide global support.

Our Mission

Improve the quality of work life for supply chain workers and 
supervisors by working smarter.



Additional Tools

Software Maintenance 
Releases

First-Line Hardware 
Support

24-hour Hotline
Phone Support

Ongoing System 
Usage Review

System Health 
Monitor

Identify potential training 
issues and improvement 
opportunities.

An internal tracking tool 
developed by Lucas to 
monitor system technical 
performance and 
automatically identify 
issues before they a�ect 
your system or users.

Lucas support engineers 
provide 24 x 7 x 365 
phone and email support. 

Device repair and 
replacement requests, 
plus trouble-shooting for 
device related issues (for 
customers that purchase 
mobile devices through 
Lucas).

Updates to standard 
software components, bug 
fixes, and minor 
enhancements to custom 
components.

What’s Included? Proactive Support
Our services organization employs software industry best 
practices and tools to:

Quickly resolve customer issues & fix problems before 
they impact your operations.

Drive action to instantly respond to common requests.

Proactively identify potential usage issues and 
improvement opportunities.

Lucas Engage includes error and exception reporting 
tools that help your IT team, and our services team to 
quickly identify and resolve a range of common system 
issues (import or export failures, for example). 

Lucas Move provides a variety of status and debugging 
tools, including wave logging and dialogue displays that 
can help your sta� to troubleshoot potential user issues 
on the spot.

Advanced Service Management Tools 
And Best Practices
Our team uses state-of-the-art service management tools to:

Document and track all reported customer incidents and 
solutions.

Resolve and troubleshoot issues.

Manage and implement bug fixes, enhancements, and 
maintenance updates.

Measure and report service quality and performance, 
and share these reports with you.

Share knowledge, insight and answers to frequently 
asked questions.



“You rarely implement a new system and have users 
tell you ‘It’s made my life so much easier.’ Making 
the process better for associates makes them more 
productive. And that’s better for the business.”

About Lucas Systems

-Chris Rufa, Apex Tool Group

Company-Wide Visibility

All Lucas employees get an in-person weekly update of key service events and 
outcomes.

Your quality and service metrics are closely tracked and reviewed monthly by 
the Lucas Quality of Service Council, which includes members of the Lucas 
executive leadership and engineering teams.

The Lucas support services team is closely aligned with our project engineering 
and product development teams, and play a key role in improving our products 
by identifying functional and technical improvements that can be delivered in 
future releases.

Since 1998, Lucas Systems has pioneered supply chain productivity solutions for mobile 
workers and managers. Tens of thousands of associates at companies like C&S Wholesale 
Grocers, The Container Store, HD Supply, Johnson & Johnson, Kennametal, Rust-Oleum, 
and True Value trust Lucas to deliver solutions that greatly improve worker productivity 
and accuracy. 

Lucas Work Execution Software optimizes hands-on work and streamlines manual
processes to make work easier, faster, and more accurate for workers and managers. Our 
solutions are easier to learn, and easier to use for full-time, part-time, and temporary sta�. 
They also give managers real-time insight and control over operations – ensuring orders 
go out on time, every time. Lastly, our solutions complement and extend existing host, 
WMS, LMS and automation systems, rather than duplicating existing capabilities.


