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Creating a Niche

In the late nineties, Ben Greiner recognized a need for technical support
among creative professionals in the Chicago area. His one-on-one service and
technical consultation was very popular with independent artists and small
creative agencies who did not have in-house technical management. Ben’s
services allowed his clients to focus on being creative and forget computers,
so he named his shop just that - Forget Computers. Besides the size of his
clients, their use of Mac hardware means they don’'t have many service
options. “You hardly ever see articles about Mac-based managed service
providers,” Ben says. So with a busy phone and a full schedule of house-
calls, Forget Computers met a very obvious need. But for Ben, he had a clear
problem - how could Forget Computers grow and still maintain the integrity
of such a personal level of service?

Expanding the Niche

Forget Computers is now a team of 6 specialists, and they manage over

70 clients, totaling about 600 machines. All signs point to more aggressive
growth for the company. “We need to grow efficiently, and to that end created
a strong foundation for growth,” explains Ben. “Providing exceptional value
and customer support to our clients is our core strategy, and the Casper Suite
is how we execute on that strategy.” Before the Casper Suite was in place

at Forget Computers, Ben and his team struggled to maintain a reasonable
schedule.“We juggled on-site visits with weekend and evening system work,”
he remembers, “and it got really tough.” Many of the machines serviced

by Forget Computers are laptops, and scheduling them to be in one place

for maintenance and updates defeated the advantage of their portability.

The Casper Suite’s remote management tools allow Forget Computers to
execute effective absentee service. The Self Service software portal enables
creative professionals to fetch software updates when they need it, and keeps
Ben and his team from requiring these clients to be at a specific place at a
certain time. With client locations that range from 1 user to as many as 50,
Forget Computers heavily utilizes the Casper Suite’s “awesome” policy-based
deployment and asset management tools.
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“Providing exceptional value and
customer support to our clients is
our core strategy, and the Casper

Suite is how we execute on that

strategy.”

-Ben Greiner

Situation

Needs:

« Complete client management
solution for Managed Service

business

« Self Service capabilities for

end users

+ Lower business costs by
normalizing the schedule of
technology specialists

Environment

« 70+ client sites scattered in
metropolitan area

» 1to 50+ Macs per site

«+ 6 specialists
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The Niche, Enriched

The Casper Suite enables Forget Computers to execute their core strategy,
but Ben has also recognized ways to expand his service offerings.“When
new Casper features are released,” Ben explains, “we try to determine if this

is something our clients can use - if there is a product we can build from

the new functionality.” By applying their unique brand of service, Ben’s

team creates new ways for their clients to forget computers - like reducing
energy costs.“We have a new ‘Get Green’ campaign,”Ben describes. “So while
we're updating or installing new software, the Casper Suite is also changing
energy saving settings.” As the functionality of the Casper Suite has grown,

it means more to Forget Computers than new management tools. “We really
can present these as new exciting options for our clients,” says Ben. In a
market where Mac-based managed service providers are rare, clients find the
offerings from Forget Computers exciting indeed. In a much-needed market
niche, the Casper Suite allows Forget Computers to operate with the high
degree of service integrity and attention to its customers that Ben Greiner has
come to call business as usual.
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