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EPICOR: FIRING ON ALL CYLINDERS
MORE CLOUD, MORE CONNECTED, MORE INTELLIGENT, MORE
INNOVATION
About Epicor
Epicor Software
Corporation provides
industry-specific software
to manage the business of
companies in:
ü Automotive aftermarket
ü Manufacturing
ü Distribution
ü Retail
ü Lumber and building
materials
ü Service
Having a diverse portfolio
of modernized products
puts Epicor in a good
position to deliver more,
including more industryspecific features and
functions without adding
unnecessary complexity to
its solutions.

Epicor’s mission is to be the cloud vendor of choice in the markets it serves.
Those markets are manufacturing, the automotive aftermarket, wholesale
distribution, service, lumber, and retail. Its latest user conference, Epicor
Insights 2019, served to provide a progress report on that mission, including
some exciting new product announcements. Over the past 18 months, the
company has invested heavily in its major go-forward product lines. It has
published 54 software releases (15 major, 39 minor), and brought a brand new
Epicor Retail Cloud to market, completed as planned and on-time. As of three
weeks before the event all its strategic product lines had been modernized and
Software as a Service (SaaS) enabled. And its SaaS business is growing at an
impressive clip, with year over year cloud revenue increasing over 90%. A
brand new artificial intelligence (AI) based Epicor Virtual Agent (EVA) was
unveiled at the event, along with new industry capabilities, built on cloud
technologies, to power digital transformation and enhance the customer
experience.
All of this news represents good progress, but Epicor is still fighting the battle
of establishing a name for itself as what Mint Jutras last year called “the new
Epicor.” As we noted then, “The Enterprise Resource Planning (ERP) market is
very mature. Some solution providers have been around a long time, dating
back to even before the acronym ERP was coined. Epicor Software Corporation
is one of those vendors. With that level of maturity comes both pros and cons.
On the plus side, as a mature provider, it brings to the market more than 45
years of experience and a set of robust and feature-rich products. On the down
side, prospective buyers of enterprise software who might have encountered
Epicor in the past may think they know the company and its solutions. But their
knowledge and perceptions may be severely outdated.” A year later, we (still)
suspect many customers and prospects alike don’t really know the new Epicor.
The new Epicor is firing on all cylinders. Unlike the rigid, monolithic solutions of
the past, its go-forward products are supported by modernized, componentbased architectures that support connectivity, accelerate innovation and
support the intelligence needed to compete in today’s global, digital economy.
While Epicor still offers a choice of deployment models, it operates under a
“cloud first” policy that encourages (but doesn’t force) customers and
prospects to harness the power of the Internet. But not everyone seems to
have gotten the memo. Perhaps if we review some of the recent steps Epicor
has taken, we might be able to enlighten those who have not.
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Cloud versus SaaS

Many use the terms
“cloud” and “SaaS”
interchangeably, but
there are some important
differences:
• Cloud refers to access
to computing, software
and storage of data
over a network
(generally the
Internet.) You may
have purchased a
license for the software
and installed it on your
own computers or
those owned and
managed by another
company, but your
access is through the
Internet and therefore
through the “cloud,”
whether private or
public.
• SaaS is exactly what is
implied by the
acronym. Software is
delivered only as a
service. It is not
delivered on a CD or
other media to be
loaded on your own (or
a third party’s)
computer. It is
generally paid for on a
subscription basis and
does not reside on your
computers at all.
We can conclude: All
SaaS is cloud computing,
but not all cloud
computing is SaaS.

CLOUD FIRST
Cloud offerings are not exactly new to Epicor, although not all its strategic
products had been SaaS-enabled until recently. Epicor ERP (which targets
manufacturing) has been available as a true multi-tenant Software as a Service
(SaaS) ERP for about a decade. Right from the beginning Epicor acknowledged
the move from selling on-premise to SaaS solutions as a huge transition, not
only in terms of security, reliability, scale, cash flow and profitability, but also
in mind set. So, early on, the company (somewhat artificially) constrained its
SaaS option by restricting it to small companies. There was no technical reason
for this limitation. The constraint was self-imposed in order to allow Epicor
itself to mature as a SaaS solution provider. This limitation was lifted long ago.
While from a business health perspective the transition was successful, neither
its customers nor the sales team ever really got on board and business
remained predominantly on-premise licenses… until now.
SaaS revenue for the company grew over 90% this past year. This was no
accident. If we dissect Epicor’s mission, to be the cloud vendor of choice in the
markets it serves, we see that a cloud mind set is essential.
Epicor’s leadership made some significant moves about a year ago in order to
accelerate the move to the cloud, starting with a renewed and expanded
relationship with Microsoft. Epicor now standardizes cloud deployment of its
key go-forward products on Microsoft Azure. Microsoft Azure is one of the
leading public clouds on the market today. Not only does Epicor benefit from
its reliability, elasticity, scale and security, but also from Microsoft’s digital
technologies like its Azure IoT Hub and Microsoft’s Language Understanding
Intelligent Service (LUIS).
Beyond the obvious investment in technology, Epicor’s leadership (new last
year) also invested in training the field teams. This appears to be training
dollars well spent.
Mint Jutras has been following shifting sentiments surrounding cloud and SaaS
for many years. Ten years ago deployment options were hardly a
consideration. Most ERP solutions were still licensed and deployed on your
own premises, or perhaps licensed and hosted by a reputable third party. A
short decade ago ERP could easily have been called the last bastion of
resistance to Software as a Service (SaaS). “Cloud” had yet to become part of
the business vernacular and “SaaS” was still a relatively new and poorly
understood concept. While other complementary solutions, most particularly
customer relationship management (CRM), were headed in that direction,
entrusting the transactional system of record of your business to the cloud
required a higher level of trust that had not yet developed.
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Data Source

In this report Mint Jutras
references data collected
from its 2019 Enterprise
Solution Study. For years
this annual study has
investigated perceptions,
goals, challenges and
status of software used
to run a business, as well
as the impact of these
solutions on the
enterprise.

But much has changed over the years. Today the majority of businesses have
some sort of cloud strategy and the shift to the cloud and SaaS has begun in
earnest. Thirty-one percent (31%) of the survey participants in our 2019 Mint
Jutras Enterprise Solution Study have a SaaS deployment of ERP, and for those
that do not, 51% say they will move in this direction, some sooner, some later
(Figure 1).
Figure 1: Do you have specific plans to move your ERP to SaaS*?
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This year the study
collected responses from
464 participants, from
companies of all sizes
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wide range of industries.
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Eventually

Source: Mint Jutras 2019 Enterprise Solution Study
*Question was only asked those not currently deployed as SaaS

Epicor sales representatives now lead with cloud first, but the company still
provides a choice in deployment options. While vendors that exclusively offer
multi-tenant SaaS solutions have the advantage of only having to manage a
single line of code (paving the way for more innovation), our survey results
don’t indicate this is overwhelmingly the preferred deployment model.
For many years we have been asking the same question in our annual
Enterprise Solution Study: “If you were to select a new solution today, which
deployment options would you consider?” We allow respondents to select as
many different options as they desire. We have watched the percentage that
would even consider SaaS grow from single digits back in the 2006 to 2008
timeframe to more than half in 2018. But we show both last year and this year
in Figure 2 because, for the first time since we began capturing this kind of
data, the percentage that would consider SaaS actually dropped year over year
and was not the most popular choice. This year “Hosted and managed by your
ERP vendor” came out as the top choice, exceeding SaaS by a small margin.
Figure 2: Which deployment options would you consider?
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Source: Mint Jutras 2018 and 2019 Enterprise Solution Studies
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What might this mean? Coincidentally we found 25% of those we knew were
running SaaS ERP solutions (because the ERP selected was offered exclusively
as SaaS) mistakenly thought they were running a solution that was hosted and
managed by their ERP vendor. Web-enabled user interfaces cloud the issue
(pun intended). With almost every ERP software vendor hopping on the cloud
bandwagon today and many of the largest claiming victory in the race to be
the biggest and the best, we fear many business users (representing 80% of
our survey sample) think they understand cloud and SaaS, when in fact they
don’t. We suspect the Epicor installed base is no better educated than our
typical survey participant. A well-trained sales team should be able to identify
if buyers are well-informed or mis-informed and educate them appropriately.
Mint Jutras has long been a fan of true SaaS solutions, and we have been
writing about the benefits for many years. A well-educated audience is quite
likely, but not guaranteed to agree with us. And because there is no
guarantee, we would not advocate shoving any decision down a customer’s or
a prospect’s throat.
Our survey sample included about 50 Epicor customers, split between
manufacturing and wholesale distribution. While this is a small sample relative
to Epicor’s entire installed base, if these participants are at all representative,
we found Epicor customers less interested in considering SaaS solutions (25%
versus 40%) and less likely to move their on-premise deployments to SaaS in
the future (50% said they had no intention to move to SaaS, compared to 25%
of all respondents). We suspect though that this reluctance to move is less
about resistance to SaaS and more about resistance to change, and Epicor
customers are certainly not unique in this regard. Indeed, Epicor still has
customers running older solutions.
Epicor has made this
promise to its customers:
Any product you carry
today will continue to be
innovated. However,
Epicor has also tried to be
transparent in setting
expectations correctly.

Make no mistake, there is
still a lot of opportunity in
moving off legacy systems.

Not all products in the Epicor portfolio are strategic, and therefore some will
never be modernized or SaaS-enabled (like the go-forward solutions). And yet
Epicor has made this promise to its customers: Any product you carry today
will continue to be innovated. However, Epicor has also tried to be transparent
in setting expectations correctly. While it will never sunset products like Vista
and Vantage, the customers running them will need to migrate to Epicor ERP if
they want to compete effectively in today’s digital economy. Those still stuck
on old releases and outdated technology tend to view that migration as a
burden. Those that made the move early saw the value in re-implementing
rather than carrying forward decisions that had been constrained by
limitations of applications and technology in the past. They saw it as an
opportunity.
Make no mistake, there is still a lot of opportunity in moving off those legacy
systems. Epicor is not only accelerating the pace of innovation to the goforward solutions, it is also striving to share even more innovation across
product lines. Without a modern, component-based architecture, customers
will not benefit from that added value.
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While we applaud Epicor’s
willingness to support all
its products – old and new
– we would caution its
customers from becoming
too complacent in staying
on old releases of older
products. Yes, you will be
supported. No, you will not
be able to achieve any kind
of competitive advantage.

While we applaud Epicor’s willingness to support all its products – old and new
– we would caution its customers from becoming too complacent in staying on
old releases of older products. Yes, you will be supported. No, you will not be
able to achieve any kind of competitive advantage. Let’s examine some of the
new announcements that might entice those customers to move.

While Epicor plans much of
its innovation by listening
to the voice of its
customers, it also knows it
can’t sit back and wait for
its customers and
prospects to ask for
technology like EVA. Epicor
must also be proactive and
lead the way.

While Epicor plans much of its innovation by listening to the voice of its
customers, it also knows it can’t sit back and wait for its customers and
prospects to ask for technology like EVA. While 75% of our Enterprise Solution
Study participants agree that digital technologies have the potential of
fundamentally changing the way we do business, many are still not sure of the
value individual technologies bring to their businesses. Only 28% perceive
strong value from virtual assistants, while 30% are unsure. They essentially
say, “Show me the value,” while 34% see little to no value at all.

MEET EVA, EPICOR’S VIRTUAL AGENT
At Epicor Insights 2019, Epicor announced the release of Epicor Virtual Agent
(EVA), a digital assistant designed to help users work smarter and accelerate
the pace of operations across the business. Epicor is not the first ERP vendor
to announce the release of a virtual assistant, but unlike some other vendors
that announce new products, features and technology as soon as they have a
great new idea (okay, maybe they have a prototype), Epicor waits until it has
something of substance to deliver. So, while EVA may not seem to be first to
market, it may just leapfrog a lot of the competition.

Table 1: How much value do you perceive in these digital technologies?
Strong
Unsure of
Little of
Perceived Value (Show
No Value
Value
me)

Virtual assistants (chatbots)
Robotic Process Automation (RPA)
Internet of Things
Predictive Analytics
Cognitive Analytics

28%
30%
44%
52%
45%

30%
30%
31%
27%
32%

34%
29%
17%
15%
15%

Don't
Know

9%
10%
8%
6%
8%

Source: Mint Jutras 2019 Enterprise Solution Study

And yet as consumers, many of us use this kind of technology every day. For
millennials in particular, Siri, Alexa and other digital assistants have become
indispensable. But think about how this came about. Apple customers didn’t
demand the ability to converse with their mobile devices. Apple just delivered
it. Other device manufacturers followed suit. Pretty soon virtual assistants
became commonplace features. And people got hooked. It was only after the
value was recognized that people willingly went out and bought stand-alone
devices like the Amazon Echo Dot and Google Home.
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But Epicor Virtual Agent
(EVA) is more than a
chatbot. EVA incorporates
other digital technologies
to also deliver automation
and integrated data
collection.
The key is in execution of
tasks. While other early
digital assistants are still
answering simple
questions and perhaps
automating expense
reporting, right out of the
box EVA is solving complex
problems.

“The advent of artificial
intelligence (AI) and
machine learning (ML)
creates a whole new genre
of experience [both
internally and externally].
In today’s global, digital
economy, no business is
an island. Don’t assume
your customers are
coming across the street
to buy from you. Born in
the cloud competitors will
take customers away from
you.”
Himanshu Palsule, Chief
Product and Technology
Officer. Epicor

We are still early in this cycle in terms of enterprise applications, largely
because those that have been delivered thus far have delivered limited value.
While touted as artificial intelligence (AI), many of those early assistants
were/are little more than glorified search engines. All these digital assistants
must be trained to answer anticipated questions. Current AI technology isn’t
good at coming up with brand new answers to questions nobody has thought
of before. It is good at recognizing the question as one with a (stored) answer.
Even with current limitations it can add tremendous value because we’re not
talking about a few questions and answers; we’re talking thousands or more.
But EVA is more than a chatbot. EVA incorporates the other digital
technologies shown in Table 1 to also deliver automation and integrated data
collection. According to Epicor:
Developed to execute tasks and recommend, predict, and adjust actions
within set parameters, EVA appears on-screen as a virtual assistant that
users can access via text or voice. Along with cognitive skills such as text
and voice, EVA transforms data into visual information creating an
intuitive experience to complete actions on native devices. Powered by
Natural Language Processing (NLP), users can access EVA from their
mobile devices and the agent will deliver targeted information to help
them make better, faster decisions.
The key is in execution of tasks. While other early digital assistants are still
answering simple questions and perhaps automating expense reporting, right
out of the box EVA is solving complex problems, like suggesting stocking levels
of automotive parts based on failure rates in specific vehicles, along with the
number of those vehicles on the road, by location. Or alerting production
managers of a potential machine failure and automatically scheduling
maintenance and rerouting scheduled orders to other machines. Different
“skills” will be delivered based on the industry-specific application with which
EVA is packaged. EVA will be available as part of the latest releases on Epicor
ERP and Prophet 21, which are planned for general availability in May 2019.

DELIVERING THE CONNECTED ENTERPRISE
In order to deliver this kind of innovation, EVA requires other embedded
digital technologies. Our survey participants this year also weighed in on the
value of these embedded technologies (Table 2). Although less than half of our
survey participants perceive strong value, these are indeed the technologies
needed to deliver on its promise to deliver the connected enterprise.
According to Himanshu Palsule, Epicor’s Chief Product and Technology Officer,
the Connected Enterprise is more than just connecting people to people or
computers to machines. It means connecting everything, including the shop
floor (or the operational equivalent in non-manufacturing industries) to the
top floor. That means adding transparency and a dose of intelligence that is
more predictive. Himanshu astutely points out, “The advent of artificial
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intelligence (AI) and machine learning (ML) creates a whole new genre of
experience [both internally and externally]. In today’s global, digital economy,
no business is an island. Don’t assume your customers are coming across the
street to buy from you. Born in the cloud competitors will take customers
away from you.”
Table 2: How much value do you perceive in these embedded technologies?
Strong
Unsure of
Little of
Perceived Value (Show
No Value
Value
me)

Microservices architectures /
platforms
IoT technologies that facilitate
autonomous exchange of data
Support for big data (e.g. inmemory data bases)
Natural Language Processing
(voice-based) user interface
Social collaboration tools
Machine Learning
Artificial Intelligence

Don't
Know

35%

28%

23%

14%

42%

30%

19%

9%

45%

31%

14%

10%

27%

36%

27%

10%

29%
36%

34%
33%

26%
22%

11%
9%

35%

30%

23%

12%

Source: Mint Jutras 2019 Enterprise Solution Study

Mint Jutras couldn’t agree more. So how is Epicor delivering on this? Here are
a couple of examples.

EPICOR IoT
In its upcoming release,
Epicor IoT will connect
machines, through the
Microsoft Azure IoT Hub,
to Epicor ERP, Epicor’s ERP
for manufacturing.

Data from machines and
IoT sensors, combined
with Epicor ERP, provides
a virtual nervous system
that delivers alerts from
EVA to a mobile device.

In its upcoming release, Epicor IoT will connect machines, through the
Microsoft Azure IoT Hub, to Epicor ERP, Epicor’s ERP for manufacturing. Data
acquired directly from IoT sensors will be visualized using the Epicor Kinetic
Design user experience (UX) framework, allowing manufacturers to monitor
real-time production data through ERP and/or Manufacturing Execution
System (Epicor Mattec Advanced MES) screens and also taps into EVA’s
capabilities.
Data from machines and IoT sensors, combined with Epicor ERP, provides a
virtual nervous system that delivers alerts from EVA to a mobile device. This is
more than typical event notification where a change in state might trigger an
alert; these are AI-driven alerts that can sense anomalies and predict a change
in state (e.g. a machine failure). Not only is the production supervisor alerted,
but EVA also suggests actions such as scheduling preventive maintenance or
moving orders to another work station or machine. With just a few clicks on
the device, the supervisor or scheduler can confirm or override suggestions
from EVA.

AUTOMATED ORDER ENTRY
Utilizing a combination of Epicor ERP and Epicor DocStar, its Enterprise
Content Management (ECM) solution, Epicor will automate the sales
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order entry process, eliminating much of what can be a very timeconsuming, error-prone and painful manual effort. Our 2019 Enterprise
Solution Study found on average 26% of orders today are manually
entered (Figure 3). Automating this process opens the door for huge
time-savings.
Figure 3: How are orders captured today?
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generate them
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Source: Mint Jutras 2019 Enterprise Solution Study

DocStar uses optical
character recognition
(OCR) to convert a wide
range of file formats
including PDF, Excel, XML
and JPG, to populate a
sales order in Epicor ERP.

DocStar uses optical character recognition (OCR) to convert a wide range
of file formats including PDF, Excel, XML and JPG, to populate a sales
order in Epicor ERP. We suspect the lion’s share of the manually entered
documents are coming in electronically today, largely through email, but
even when paper is received, DocStar could possibly convert a scanned
copy. Using a built-in work flow, common fields in forms are
automatically completed. The solution checks product prices against a
standard price list and validates the supplier name. Errors are flagged and
the system holds the order for review and remediation.

CONCLUSION AND RECOMMENDATIONS
With over 54 releases across different product lines, we have obviously only
scratched the surface of the innovation Epicor has been delivering. The
investment in a modern component-based platform is paying off in terms of
accelerating innovation. We’re seeing new features and functions, as well as
new modern looks for many popular screens and applications. These
enhancements include a new mobile time and expense application, a
refreshed Gantt-based graphical project management board, and a job
scheduling board.
But perhaps most importantly, Epicor is tapping into new digital technologies,
not simply for technology sake, but to solve real world problems. The cloud
and SaaS are important components in easing the burden of managing
technology and also managing business, but the company is not forcing its
customers down any single, set path.
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We would strongly
encourage any customers
not running the latest
versions of Epicor’s goforward products to
consider making that
move. Don’t consider it a
burden; consider it an
opportunity.

We would strongly encourage any customers not running the latest versions of
Epicor’s go-forward products to consider making that move. Don’t consider it
a burden; consider it an opportunity. And while you’re at it, consider moving
to the cloud. There is no better way to get current and keep current than to let
your solution provider do the heavy lifting. While many of the new
technologies will bring you benefits in an open on-premise environment, a
fully connected cloud environment will bring more.
If you are not an Epicor customer today but are actively searching for a new
ERP solution, or even if you are just toying with the idea, take some time to
get to know the new Epicor. Epicor has demonstrated that it understands the
power of a modern, SaaS-enabled solution. Put Epicor’s newly-trained sales
team to the test. Ask the tough questions because only you can decide what is
truly best for your business.

About the author: Cindy Jutras is a widely recognized expert in analyzing the
impact of enterprise applications on business performance. Utilizing over 40
years of corporate experience and specific expertise in manufacturing, supply
chain, customer service and business performance management, Cindy has
spent the past 13 years benchmarking the performance of software solutions
in the context of the business benefits of technology. In 2011 Cindy founded
Mint Jutras (www.mintjutras.com), specializing in analyzing and
communicating the business value enterprise applications bring to the
enterprise.
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