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The Customer
Things Remembered is North America's leading retailer 
of personalized merchandise and gifts. The company is 
headquartered in Highland Heights, OH and operates 475 
predominantly mall-based locations in 48 states and four 
Canadian provinces. 

Things Remembered has been an Essintial partner since 2007 
(then, Halifax Corporation) for a variety of support. Currently, 
the company partners with Essintial for depot repair, onsite 
support and maintenance at individual store locations, and 
when necessary, support with roll-outs.

The Situation
Prior to 2007, Things Remembered contracted with two large OEMs to service and support their in-store technologies 
across the United States and Canada. Realizing that there were challenges in dealing with organizations that big — 
including inefficiencies in communications and wait times for entitlement — they began exploring other options.

"The larger the organization, the harder for them 
to communicate," said Dennis Kaczmarek, Manager 
of Network Services. "So we went looking for other 
partners who could support nationwide bases." 

Things Remembered also employs a proprietary PoS 
system that requires customized support, which 
presented challenges for the onsite technicians.

"Our application was susceptible to modem issues, so we 
couldn't just send a technician out to swap out the PC," 
said Kaczmarek. "There were other ways they had to 
proceed to bring the store back up or it was going to be 
disaster recovery every time. We couldn't have that."

As a result, the company decided to contract with 
Essintial for ongoing depot repair and on-site technical 
support. 
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The Solution
Essintial customized a fixed-price solution for Things Remembered with two main components based on the company's 
unique needs: depot repair for computer monitors and on-site technical assistance for PC support and maintenance. 

When a store has an issue with a monitor, Essintial dispatches a new piece of equipment. The store associates swap the 
monitor and send the defective one back to Essintial for diagnostics and repair. When an in-store computer experiences 
issues, Essintial dispatches a technician to diagnose and fix the problem. For either type of call, Things Remembered 
accesses Essintial's proprietary customer portal to easily open a support ticket. 

"Dispatching service calls from the portal is very, very effective," said Kelley Smiley,  Senior PoS Support Specialist with 
20 years at the company. "And working with your techs has been a very good experience; they work with me and get 
service calls done pretty quickly."

Things Remembered also partners with Essintial on occasional out-of-scope projects including hardware roll-outs where 
Essintial provides logistics and technician support. 

"The other thing that I like is that I know I can tap you in on a project if I need it," said Kaczmarek. "That's one thing we 
always look for. I'm not looking for someone to just put the PCs in, I'm looking for support going forward."

The Results
"Essintial works with us as a partner," Kaczmarek said. "We've accepted the responsibilities together and they're very, 
very flexible with us."

Things Remembered has partnered with Essintial for depot and onsite technology support for a decade. With the support 
of the Essintial team and our proprietary customer portal, they can count on getting the kind of support they need, when 
they need it. 

"The best news I can give you is that it's everyday mundane," said Smiley. "Everyone just knows what to do, so it's very 
hands-off for us, which is great." 

WHY DO BUSINESS WITH ESSINTIAL? THEY KNOW ME THERE. 
CUSTOMER SERVICE IS A HUGE BENEFIT.

— KELLEY SMILEY, THINGS REMEMBERED 

WHY DO BUSINESS WITH ESSINTIAL? THEY HAVE NATIONWIDE 
ABILITIES, THEY'RE COST COMPETITIVE AND THEY'RE FLEXIBLE. 
AND, THEY'VE PROVEN TO ME THAT THEY CAN DO THE JOB.

— DENNIS KACZMAREK, THINGS REMEMBERED 


