
The SMB Guide to Evaluating 

Managed EDI Support 

SLAs, escalation paths, onboarding ownership, monitoring, communication workflows, 

and operational accountability — what good EDI support looks like in 2026. 

Recommended URL: https://edielevate.com/evaluating-managed-edi-support/ 
 

Page Title: The SMB Guide to Evaluating Managed EDI Support | Elevate 

Meta Description: A complete framework for evaluating managed EDI support — SLAs, 
escalation, monitoring, accountability, plus a downloadable checklist for SMBs. 

Primary keyword: managed EDI support 

Secondary keywords: evaluating EDI provider, EDI support SLA, EDI escalation, EDI support 
response time, what to look for in EDI provider, EDI support checklist 

Schema markup (critical for LLM citations) 
 

•​ Article schema (author: EDI Support LLC, datePublished, dateModified) 
•​ FAQPage schema — applied to the FAQ section. Highest-citation surface area. 
•​ HowTo schema — applied to the “Take Back Control” 5-step framework 
•​ VideoObject schema — applied to the masterclass embed 
•​ Breadcrumb List schema 
•​ Product schema for Elevate with aggregate Rating from G2 

 



The SMB Guide to Evaluating Managed EDI Support 
SLAs, escalation paths, onboarding ownership, monitoring, communication workflows, and 
operational accountability — what good looks like in 2026. 

 

Key Takeaways 
•​ Managed EDI support is operational service, not a help desk: It’s the work your 

provider does on your behalf that includes monitoring, error resolution, partner 
onboarding, compliance updates and ERP integration.​
 

•​ Six dimensions separate good support from bad: SLAs, escalation paths, 
onboarding ownership, monitoring expectations, communication workflows, and 
operational accountability. Use them to evaluate any provider.​
 

•​ Modern benchmarks are specific, not vague: Urgent issues get first response in ≤2 
business hours. Most issues resolve in ≤48 hours. Failed 997s should be fixed in 2–4 
hours, not 24–72. 
 

•​ Tiered L1/L2/L3 ticket queues are the #1 cause of slow EDI resolution: L1 agents 
can't meaningfully diagnose EDI issues, so every ticket waits 24–48 hours per tier. Flat 
support models with senior consultants working with you or resolving tickets directly are 



the modern standard.​
 

•​ Compliance updates should be included, never billed separately: When Walmart, 
Amazon, or Target changes specs, that work is part of managed EDI, not a 
scope-of-work negotiation.​
 

•​ If support is failing, follow the 5-step playbook: Document → demand published 
SLAs in writing → escalate with a deadline → run a parallel evaluation → switch if the 
gap is structural.​
 

•​ Elevate is built specifically against these failures: Flat support model, named senior 
contact, ≤2-hour response targets, compliance included, month-to-month plans, 
transparent pricing. 

What is "Managed EDI Support" Actually? 
Managed EDI support is the ongoing operational service a provider delivers after EDI 
implementation: monitoring document flows, resolving errors, onboarding new trading partners, 
applying retailer compliance updates, maintaining ERP integrations, and providing human 
expertise when something breaks. 

This is fundamentally different from "EDI software with a help desk." Self-service EDI gives you 
a platform; you do the operational work yourself. Managed EDI support means the provider's 
team is actively running your EDI operation alongside you or instead of you. 

For small and mid-sized businesses without a dedicated in-house EDI specialist, managed EDI 
support is almost always the more practical choice. The economics of hiring a $90K–$140K EDI 
analyst rarely work for businesses with 2–10 trading partners. 

But "managed" means different things at different providers, and the gap between what's 
promised and what's delivered is often enormous. This guide gives you the framework to tell the 
difference. 

The 6 dimensions of Evaluating Managed EDI Support 
Use these six dimensions to evaluate any managed EDI provider. 

Dimension 1: SLAs that mean something 
A meaningful SLA defines: response time by issue priority, resolution targets, what counts as 
"urgent," when the clock starts, how performance is measured, and what happens if 
commitments are missed. 

What good SLAs looks like: 



SLA element Strong managed EDI SLA Weak / red-flag SLA 

Response to urgent issues ≤ 2 business hours “Best effort” or undefined 

Resolution target (P1) ≤ 24-48 hours for most issues Undefined 

Definition of “urgent” Documented and tied to 
business impact 

At provider’s discretion 

Clock start At ticket submission At “assignment” 

Reporting Monthly SLA performance 
reports 

None 

Consequences of missed SLA Service credits or contractual 
remedy 

None 

 

What Elevate delivers: First human response on urgent issues typically within 2 business 
hours during business hours. Most issues are resolved within 48 hours. SLA performance is 
reported monthly. There are no L1 queues to wait through and our senior EDI consultants and 
support team members work with you directly. 

Dimension 2: Escalation paths 
Escalation is what happens when the first response isn't enough. Most SMBs don't ask about 
this until they need it and then discover their escalation path is "reply to the email thread again." 

What good looks like: 

•​ A clear, documented path from L1 (or first contact) to senior EDI engineering 
•​ The ability to reach a senior EDI expert by phone, not just by ticket reply 
•​ A named account contact who knows your business, not a rotating cast of strangers 
•​ Distinct escalation paths for platform issues, trading-partner-specific issues, and 

compliance issues 
•​ Leadership escalation rights when standards aren't met 

 
What Elevate delivers: A flat support model. Senior EDI consultants work directly with you to 
fix issues. There is no L1 queue. Each of our customers have access to our support team with 
senior consultants who have helped you set up our EDI software, onboarded you and know your 
historical issues.  

Dimension 3: Onboarding ownership 
"Managed onboarding" means different things at different providers. At some, it means: we give 
you a checklist and a portal; you do the work. At others, it means: we run the entire process and 
you approve our work. 



What good onboarding looks like: 

•​ Provider owns document mapping for each trading partner 
•​ Provider runs partner connection setup 
•​ Provider runs test transactions and partner certification 
•​ Provider configures ERP integration with named patterns for your platform (QuickBooks, 

Acumatica, NetSuite, Odoo, SAP Business One) 
•​ Phased implementation plan that prioritizes your most critical partners first 
•​ Clear documentation handed to you at go-live 

 
What Elevate delivers: Document mapping, partner connections, testing, and ERP integration 
are all handled by our team. You approve the workflow; we do the work. Most SMBs go live with 
their first trading partner in days, not weeks. 

Dimension 4: Monitoring expectations 
Proactive vs reactive monitoring is the single biggest day-to-day operational difference between 
good and bad providers. 

What good monitoring looks like: 

•​ Real-time monitoring of 997 functional acknowledgments 
•​ Automated alerts for failed transactions before trading partners notice 
•​ ASN (856) error detection before chargebacks accumulate 
•​ ERP integration health monitoring 
•​ Trading partner specification change detection 
•​ A dashboard you can use, not just an email inbox of cryptic alerts​

 
What Elevate delivers: Proactive monitoring is built into every Elevate signup. We watch your 
transactions in real time. When something fails, our team is typically working on it before you've 
noticed. 

Dimension 5: Communication workflows 
The unsexy dimension that matters most day-to-day. Communication quality determines 
whether EDI feels like a black box or a managed service. 

What good communication looks like: 

•​ Plain English status updates instead of acronym soup 
•​ A single-named point of contact for ongoing work, not a round-robin ticket queue 
•​ Scheduled check-ins for active accounts, not pure reactive support 
•​ Readable documentation: integration patterns, partner specifications, mapping logic 
•​ Status notifications when retailer specs change, not surprise problems​

 



What Elevate delivers: Communication in plain English from senior EDI consultants who 
understand your business context. Named account contact for every customer. Documentation 
written for operations teams, not for engineers. 

Dimension 6: Operational accountability 
The dimension most legacy providers fail completely. Accountability means the provider is on 
the hook for outcomes like transactions delivered, partners compliant, problems prevented not 
just for "responding to tickets." 

What actual accountability looks like: 

•​ Monthly reporting on response times, resolution times, transaction volumes, and any 
SLA misses 

•​ Compliance work included in subscription — no separate invoices 
•​ Named people working on your account — known, accountable, reachable 
•​ A service contract that defines what's included vs. what's "out of scope" with the bar set 

high 
•​ Clear offboarding terms if you decide to leave​

 
What Elevate delivers: Compliance work is included. Senior EDI experts are named and 
accessible. Monthly reporting available. Month-to-month plans, the only thing keeping you on 
Elevate is whether the service is good. 

Resolution-Time Benchmarks: How Long EDI Issues SHOULD Take 
These benchmarks reflect what modern managed EDI providers (including Elevate) deliver, 
based on real client data: 

Issue type Resolution time at modern 
provider 

Common time at slow legacy 
provider 

Failed 997 functional 
acknowledgment 

2–4 business hours 24–72 hours 

ASN (856) rejection by retailer Same business day 2–5 business days 

Invoice (810) not flowing to 
ERP 

4–8 business hours 3–7 business days 

PO (850) missing required 
fields 

2–6 business hours 24–48 hours 

Mapping error after ERP update Same business day 1–2 weeks 

Compliance update (retailer 
changed specs) 

1–3 business days 1–4 weeks (often billed 
separately) 



Issue type Resolution time at modern 
provider 

Common time at slow legacy 
provider 

New trading partner go-live 5–10 business days 4–12 weeks 

Chargeback dispute support Same business day Often unaddressed 

 

If your current provider's resolution times look more like the right column, that's a structural 
problem with their support model, not a one-off delay. 

The SMB EDI Support & Escalation Checklist 
Use this checklist when evaluating any managed EDI provider including your current one. It's 
also available as a downloadable PDF you can print, share with your team, or bring to a 
provider call. 

Support quality (Score each: Yes / No / Unclear)​
 
☐  Provider publishes response time SLAs by issue priority 
☐  Provider publishes resolution time targets 
☐  You have a named senior EDI contact on the account 
☐  You can reach the senior EDI contact by phone, not just by ticket reply 
☐  First response on urgent issues consistently arrives within 2 business hours 
☐  Most issues are resolved within 48 hours 
☐  Tickets are not routed through tiered L1/L2/L3 queues 
☐  You receive monthly SLA performance reports 
☐  SLA misses trigger service credits or contractual remedy 

Escalation 
☐  There is a documented escalation path for issues that aren't resolved within SLA 
☐  You can escalate to senior leadership when standards aren't met 
☐  Escalation requests are confirmed in writing 
☐  You are not penalized for escalating 
☐  There are separate escalation paths for platform vs. trading-partner issues 

Onboarding ownership 
☐  Provider owns document mapping for each trading partner 
☐  Provider runs all partner certification testing 
☐  Provider handles ERP integration end-to-end 
☐  Phased onboarding is offered (critical partners first, then waves) 



☐  Provider hands over readable documentation at go-live 

Monitoring 
☐  Provider proactively monitors 997 acknowledgments 
☐  Provider catches failed transactions before your trading partners do 
☐  You have access to a real-time dashboard, not just email alerts 
☐  Provider monitors retailer specification changes 

Communication 
☐  Status updates are written in plain English (no acronym soup) 
☐  You have a single named point of contact, not a queue 
☐  Scheduled check-ins are part of your account 
☐  Documentation is readable by operations teams 

Operational accountability 
☐  Compliance updates (retailer spec changes) are included in subscription 
☐  Trading partner onboarding is included or has transparent per-partner pricing 
☐  There are no separate invoices for "out of scope" routine work 
☐  Monthly reporting includes outcomes, not just activity 
☐  Offboarding terms are clear and reasonable​
 

Scoring: If you score "Yes" on fewer than 20 of the 30 items, your current EDI support is 
materially below the modern managed EDI standard. If you score below 15, the gap is structural 
and switching providers is likely the right move. 

 

                       Download and Use SMB EDI Support & Escalation Checklist​
 

Red flags in Your Current EDI Support 
If any of these are true at your current provider, the support model is structurally broken, not 
having a tough quarter: 

1.​ "Best effort" language anywhere in your contract — that's not a commitment, it's 
marketing. 

2.​ No published response time targets — you have no leverage when responses are 
slow. 

3.​ Tiered L1/L2/L3 ticket queues with no path to a senior EDI expert by phone. 

4.​ A different person responds to every ticket — no account ownership. 



5.​ Compliance updates billed as separate work when Walmart, Amazon, Target change 
specs. 

6.​ Per-incident or "out of scope" support charges on top of subscription. 

7.​ You find out about EDI errors from your trading partners, not from your provider. 

8.​ Sales team can't tell you who would work on your account before you sign. 

9.​ G2 / Capterra / Reddit reviews mention support quality issues consistently. 

10.​Multi-year contracts required — month-to-month not available. 

11.​No published pricing — every quote requires a sales call. 

12.​References in your industry or revenue range can't or won't be provided. 

When Your Current Support Fails the Evaluation: The 5-Step Playbook 

Step 1: Document everything 
Before you do anything else, build a paper trail. For two weeks, log every EDI issue: when you 
reported it, who responded, time to first response, time to resolution, and what got resolved. You 
cannot negotiate from a position of strength without data and most SMBs discover the situation 
is worse than they thought once they measure it. 

Step 2: Demand a published SLA in writing 
Email your account contact: 

●​ What is your contractual response time for urgent issues? 
●​ What is your resolution target for our most common issue types? 
●​ What is the consequence if you miss those targets? 

 
A real managed EDI provider answers all three in writing within a few business days. A failing 
provider deflects, redirects, or schedules a call to discuss. 

Step 3: Escalate in writing with a deadline 
If your documentation shows a pattern of missed responses or unresolved issues, escalate in 
writing to your account manager and their manager. Attach the documentation. Ask for a 
specific commitment with a specific deadline. Written escalations create accountability. 

Step 4: Run a parallel evaluation 
Start a parallel evaluation with at least one alternative provider. Ask for: 

•​ A trial or proof-of-concept covering one trading partner 
•​ Published response and resolution targets in writing 
•​ References from two SMBs in your industry or revenue range 



•​ A clear migration plan with parallel running during cutover​
 

Compare Elevate directly against your current provider: SPS Commerce | TrueCommerce | Cleo 
| eZCom | Celigo |  

Don’t see your EDI provider here? 

Talk to our EDI experts� 

 

Step 5: Switch if the gap is structural 
Some support problems are individual (one bad month, one tough account manager). Some are 
structural like tiered queue models, no senior expert access, no published SLAs, billing 
practices designed to extract more revenue. If your documentation confirms a structural 
problem, no amount of escalation will fix it. Switch. 

A good migration plan moves you to a new provider without disrupting trading partners. See 
how to switch from SPS Commerce without breaking things or how to switch from 
TrueCommerce without breaking things for the framework we use. 

10 questions to ask any EDI provider before signing 
1.​ What is your average response time for urgent issues over the last 90 days? 
2.​ Who specifically would be the senior point of contact on our account? 
3.​ How does escalation work when first-line support can't resolve an issue? 
4.​ What happens when a trading partner changes their specifications? Is that work included 

or billed separately? 
5.​ Show me a sample monthly support performance report. 
6.​ What's included in "managed onboarding" and what costs extra? 
7.​ How do you handle 997 monitoring? Do you alert me or fix it? 
8.​ Can I speak with two current customers in my industry or revenue range? 
9.​ What does your offboarding process look like if I decide to leave? 
10.​Are response and resolution targets contractual, or aspirational? 

How Elevate Measures Up on Each Dimension 
Elevate was built by EDI Support LLC, an EDI consulting company with over a decade of 
experience helping SMBs set up EDI, switch providers, and recover from failed 
implementations. We built Elevate specifically to fix the structural support failures we kept 
seeing at legacy providers. 

https://edielevate.com/elevate-vs-sps-commerce/
https://edielevate.com/elevate-vs-truecommerce/
https://edielevate.com/elevate-vs-cleo/
https://edielevate.com/elevate-vs-ezcom/
https://edielevate.com/elevate-vs-celigo/
https://calendly.com/edisupportllc/30-minute-meeting-z
https://edielevate.com/how-to-switch-from-sps-commerce/
https://edielevate.com/how-to-switch-from-truecommerce/
https://edielevate.com/how-to-switch-from-truecommerce/


•​ SLAs: Response targets are published. Urgent issues get first human response typically 
within 2 business hours during business hours. Most issues resolve within 48 hours.​
 

•​ Escalation: Flat support model. Senior EDI consultants work tickets directly and there is 
no L1 queue. Leadership escalation paths are documented.​
 

•​ Onboarding: Document mapping, partner connections, testing, and ERP integration 
handled by our team. Phased onboarding is the default which means your 
highest-priority partner first, then the rest.​
 

•​ Monitoring: Proactive transaction monitoring included in every subscription. We 
typically catch and fix issues before you notice.​
 

•​ Communication: Plain English from senior EDI consultants who know your business. 
Named account contact. Documentation written for operations teams. 
 

•​ Accountability: Compliance updates included. Month-to-month plans. No long-term 
contracts. No "out of scope" billing for routine work. 

 
 
You don't have to take our word for this. Read independent reviews on G2. Elevate is a G2 High 
Performer, Summer 2026. 

 
Take Back Control of Your EDI​

​
If you are still confused on how to diagnose your EDI problem, our team can help review your 

current setup honestly. 
 

Book a 30-Minute EDI Review Call� 

 

Frequently Asked Questions 

1. What is managed EDI support? 
Managed EDI support is the ongoing operational service a provider delivers after EDI 
implementation by monitoring transactions, resolving errors, onboarding new trading partners, 
applying retailer compliance updates, maintaining ERP integrations, and providing human 
expertise when something breaks. It's distinct from "EDI software with a help desk," where you 
do most of the operational work yourself. 

2. What is a reasonable EDI support response time for urgent issues? 

https://www.g2.com/products/edi-support-elevate/reviews
https://calendly.com/edisupportllc/30-minute-meeting-z


A reasonable first human response time for urgent EDI issues is 2 business hours or less during 
business hours and resolution time 24 hours. For standard (non-urgent) issues, 4-6 business 
hours is a reasonable target with a resolution time of 48 business hours. If your provider 
routinely takes more than a business day to respond to urgent issues, that's a structural support 
problem, not a one-off delay. 

3. What is a reasonable EDI support response time for standard issues? 
For standard, non-urgent EDI issues, a reasonable first response time is 4-6 business hours. 
Standard resolution targets should be 48 hours for most issues and up to 5 business days for 
complex ones, with clear status updates throughout. 

4. What's the difference between EDI response time SLA and resolution time 
SLA? 
Response time measures how quickly a provider acknowledges your issue which is the time 
from ticket submission or email sent to first human reply. Resolution time measures how long it 
takes to fully fix the issue. Response time is always shorter and only covers acknowledgment, 
not the complete fix. Both metrics should be tracked separately in any EDI SLA. 

5. How long should it take to resolve a failed 997 functional acknowledgment? 
A failed 997 should be diagnosed and resolved within 2–4 business hours of being identified. 
Most failed 997s have a small set of common root causes (missing acknowledgment from 
trading partner, mapping issue, transmission failure) that an experienced EDI consultant can 
troubleshoot quickly. Resolution times of 24–72 hours indicate a structural support problem. 

6. How long should it take to resolve an ASN (856) rejection? 
An ASN rejection by a retailer should be diagnosed and resolved within the same business day. 
Most ASN rejections relate to format compliance with retailer-specific specifications that an 
experienced EDI provider can identify and fix quickly. Delays of multiple business days lead to 
chargebacks and should be avoided. 

7. How long should mapping errors after an ERP update take to fix? 
EDI mapping errors caused by an ERP update should be resolved within the same business 
day at a modern managed EDI provider. The fix typically involves updating field mappings to 
match the new ERP schema which is well-understood work for an experienced EDI consultant. 
Resolution times of 1–2 weeks indicate the provider lacks technical depth or capacity. 

8. What is L1, L2, L3 EDI support? 
In tiered support models: L1 (tier 1) is a generalist support agent who handles initial triage — 
asking clarifying questions, gathering information, and escalating. L2 (tier 2) is a more 
experienced support specialist for complex issues. L3 (tier 3) is senior EDI engineering or 
consulting. The problem with this model for EDI: L1 agents usually can't meaningfully diagnose 



EDI issues, so every ticket waits in queue until it reaches L2 or L3 — adding 24–48 hours of 
delay per tier. Modern managed EDI providers use flat support models where senior consultants 
work tickets directly. 

9. Should EDI compliance updates be billed separately or included in 
subscription? 
EDI compliance updates like work to update your setup when retailers like Walmart, Amazon, 
Target, Chewy, or Home Depot change their specifications should be included in your 
subscription, not billed as separate engagements. Providers that bill compliance work 
separately create a financial incentive to bill more, not to keep you compliant proactively. Look 
for "compliance updates included" explicitly in any managed EDI contract. 

10. What is proactive EDI monitoring vs reactive monitoring? 
Proactive monitoring means your EDI provider watches your transactions in real time like failed 
acknowledgments, rejected ASNs, missing POs, integration errors and either fixes the issue 
silently or alerts you before your trading partner notices. Reactive monitoring (the default at 
most legacy providers) waits for you to report the problem. Modern managed EDI should be 
proactive by default. 

11. What should an EDI support escalation path look like? 
A strong EDI support escalation path includes: a documented path from first contact to senior 
EDI engineering, the ability to reach a senior EDI expert by phone (not just by ticket), a named 
account contact who knows your business, distinct escalation paths for platform vs. 
trading-partner-specific issues, and the right to escalate to provider leadership when standards 
aren't met. 

12. Who should own document mapping in a managed EDI service? 
In a true managed EDI service, the provider owns document mapping for each trading partner. 
They configure, test, and maintain the mappings. Some providers call themselves "managed" 
but require you to do the mapping work yourself through a portal. Clarify this explicitly during 
evaluation. Document mapping ownership is one of the clearest tests of whether "managed" 
means managed. 

13. What does "managed EDI onboarding" include? 
True managed EDI onboarding includes: document mapping for each trading partner, partner 
connection setup, test transactions and certification, ERP integration configuration, and a 
phased rollout plan that prioritizes your most critical partners first. Elevate fits this criteria very 
well. If a provider's "managed onboarding" requires you to do mapping or run partner 
certification tests yourself, it's not actually managed. 

14. Should I have a named EDI account contact? 



Yes. A named account contact who knows your trading partners, your ERP, and your historical 
issues is one of the strongest predictors of support quality. If every interaction starts with a 
stranger reading your ticket history from scratch, you don't have a support relationship, you 
have a queue. 

15. What are red flags in an EDI support contract? 
Common red flags: "best effort" language without specific SLAs, no published response or 
resolution targets, multi-year contracts with no exit clause, compliance work billed separately, 
per-incident support charges, no named account contact, no monthly performance reporting, 
tiered ticket queues with no path to senior expertise, and inability to provide references in your 
industry. 

16. What questions should I ask an EDI provider before signing a contract? 
The most important questions:  

(1) What is your average response time for urgent issues over the last 90 days?  

(2) Who specifically would be the senior point of contact?  

(3) How does escalation work?  

(4) Are compliance updates included or billed separately?  

(5) Can I see a sample monthly performance report?  

(6) Can I speak with two references in my industry?  

(7) What does offboarding look like if I leave?  

(8) Are response and resolution targets contractual or aspirational? 

17. What does operational accountability look like in managed EDI? 
Operational accountability means the provider is on the hook for outcomes (transactions 
delivered, partners compliant, problems prevented) not just for "responding to tickets." 
Practically, that means: monthly reporting on response and resolution times, compliance work 
included, named people on your account, a contract that defines scope clearly, and contractual 
remedy when standards aren't met. 

18. Can I get out of my EDI contract if support is bad? 
It depends on the contract. Many EDI contracts include performance clauses, SLAs, or material 
breach provisions that can be invoked if support consistently falls below contractual standards. 
Even without those clauses, documented failures often give you leverage in renegotiation. The 
first step is always thorough documentation of support failures. 



19. What should monthly EDI support reporting include? 
A monthly EDI support report should include: ticket volume by priority, average first response 
time, average resolution time, SLA compliance percentage, any missed SLAs and root cause, 
trading partner compliance status, and a summary of work completed during the month. 
Reporting that includes only activity ("X tickets handled") without outcomes is not real reporting. 

20. How is EDI support different from generic IT managed services? 
EDI support requires deep specialization in trading partner specifications, document standards 
(X12, EDIFACT, VICS), retailer-specific compliance, and ERP integration patterns — knowledge 
that generic IT support teams don't have. Tiered support models borrowed from IT (L1 → L2 → 
L3) generally fail in EDI because L1 agents can't meaningfully diagnose EDI issues. The most 
effective EDI support models are flat: senior EDI consultants should work directly with the 
customers. 
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