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GulfCoast Networking Case Study

Small IT service provider cuts down on travel costs using appliance-

based remote desktop support solution

The Challenge

With four support reps providing IT services to approximately 1,000 customers in New Port Richey,

FL and the surrounding area, GulfCoast Networking (GCN) has to be able to service its customers

quickly in order to keep up with support requests. And because GCN’s largest customer base is in

the medical fi eld, along with a strong presence in the legal fi eld, they must ensure that all interaction

with their customers is secure and compliant. Previously, GulfCoast Networking relied on phone

communication to support their customers when on-site visits were not practical. However, this often

proved ineffective, requiring support reps to guide non-tech-savvy customers through fi xes.

The Solution

In March 2006, after evaluating several remote control support solutions, including WebEx™ Support

Center, GulfCoast Networking chose Bomgar™ to fi ll their remote desktop support needs. 1 “WebEx

was a nice package, but it struck us as being designed primarily for doing presentations rather than

support,” said Network Engineer Rob Marlowe. “It was a bit clunky compared to Bomgar for our

specifi c application.” After using Bomgar’s subscription service for a year to test the waters, GCN

purchased the Bomgar B100™, an appliance made specifi cally for small IT shops. “At the time we

started using the hosted service, I was not at all positive we would use Bomgar enough to justify the

expense of buying an appliance,” said Marlowe. “However, it became apparent very quickly that not

only could we justify the expense, but it would be absolutely indispensable.”

With the Bomgar Box™, Marlowe and his team no longer have to play puppet master with the 

enduser. “Our customers are not technically astute and don’t particularly want to be computer 

geeks,” said Marlowe. “I was trying to walk a customer – someone with a four-year nursing degree – 

through a fi x, but she was unfamiliar with some of the basic terminology I was using, so it was very 

diffi cult to get the job done. If we’d had Bomgar, I could have fi xed the problem without having to 

translate from geek to nurse to tell her what to do.”

The Results

Marlowe and his team were able to get the B100™ up and running quickly. “We plugged the thing

in, got it confi gured, and probably spent more time customizing the presentation to the end-user

than anything else,” said Marlowe. “We wanted it to be distinctly ours, and Bomgar lets us make

those modifi cations. From the time we had it out of the box, we had it minimally functioning in 15-20

minutes, and in about an hour we had all of the tweaks set up.”

Bomgar™ has enabled GulfCoast Networking to fi x their customers’ problems directly rather than

guide their customers’ actions over the phone. “I had a situation where a customer had an anti-virus

package that was disagreeing with her Windows® Vista™ machine,” said Marlowe. “She was not

technically inclined, and it was easy for me to get onto her computer, uninstall the anti-virus, and

reinstall the latest build of that package and get her up and running.”

“From the time we had it out

of the box, we had it minimally

functioning in 15-20 minutes,

and in about an hour we had

all of the tweaks set up.”

Rob Marlowe | Network 

Engineer, GulfCoast 

Networking

Summary

Four technicians supporting • 

1,000 customers

Had appliance installed • 

and confi gured in less than     

an hour

Acheived ROI over • 

Bomgar™ competitors in 

less than two years

1 WebEx™ Support Center is a trademark of WebEx Communications, Inc.
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Marlowe estimates that GCN acheived return on investment versus Bomgar’s competitors in less

than two years. And GulfCoast Networking’s customers are also reaping the benefi ts, as their

problems can be fi xed faster and less expensively. “It has helped our response time,” said Marlowe.

“Instead of taking an hour to make a fi ve-minute fi x, we can just get it done. It helps us be more

responsive and meet our commitments to our customers. At the same time, it saves the customer

huge amounts of money because they’re not having to pay for travel costs. Customers think it’s

magic that we can do it.”

About GulfCoast Networking

GulfCoast Networking, based in New Port Richey, FL, was organized to serve the needs of small to

medium size businesses who need help managing their computer systems, but cannot afford to have 

a full-time IT person on staff. GulfCoast Networking specializes in local area networks, small servers, 

and custom workstations, all built to their customers’ exact specifi cations.

About Bomgar Corporation

Based in Ridgeland, Miss., Bomgar Corporation specializes in appliance-based solutions for remote

desktop support. Bomgar allows companies to connect to remote clients and co-workers via the

Internet anywhere in the world, in less than 10 seconds. The company is the only provider in the

industry offering an appliance-based solution, providing companies with an unparalleled level of

security and the ability to scale effi ciently. Backed by venture capital, Bomgar has grown steadily

since its inception in 2003, securing more than 4,000 customers in all 50 states in the US and over

45 countries, in addition to resellers in Canada, South Africa and the U.K.
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