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.  
Company Background  

Computer Medics of Northern Virginia was established in 2004 and has a team of five experts that design 
and maintain computers, networks and web design for small businesses and remote users. We strive on 
providing improvements in all aspects of our clients IT needs, and we start first with our own.  

 
Customer Issue  
 
Computer Medics wanted an easier approach to managing the hundreds of PCs and servers across the 
various networks it maintains, and something that proved less time consuming than having to utilize 
applications that were used in the past such as LogMeIn, VNC, Cross-Loop, Dual-Desk, etc. Sometimes 
customers will contact us and vice having to go to their location or try to explain something over the 
phone it is much easier to just connect to them and resolve the issue. Along with that we also own and 
operate Online Computer Connection which provides remote support nationwide. 
 
Factors that were considered:  
 
1) Ease of use 
2) Support 
3) Customization 
4) Overall Cost 
 
“I wanted a solution that would provide us with more free time in order to concentrate on other aspects 
of the business but with the confidence that our customers’ networks are up and operational,” We 
needed a solution that was accessible when we needed it and could utilize it from any location we were 
at. 
 
Solution Chosen Computer Medics chose Bomgar Corporations B100. Bomgar specializes in hardware 
based remote desktop solutions. With the B100, you can gain remote desktop access to Windows, Mac 
and Linux desktops through a state-of-the-art appliance that sits on your desk. You can even remote 
control Windows Mobile devices. 
 
In 2008 Computer Medics purchased the Bomgar B100, Bomgar’s small business model appliance. Many 
of our customers are businesses and security was a main feature that we needed to make sure was fully 
implemented into our solution. With the Bomgar being HIPAA and SOX compliant and a 256 secure 
connection that fit the bill. On top of that the unlimited amount of devices that you can “tag” in the 
system is unlimited which was an added feature. Along with all the options built in the webex type 
conferencing included in the device made it a valuable asset. 
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The following capabilities are taken from the Bomgar website 
 
Support Within Your Network 
 
Control Attended Computers 
Clients can initiate a remote desktop connection with your help desk via your online support portal for 
issues that require immediate attention. 
 
Control Unattended Systems 
Within your network you can control a computer by selecting it from a directory in the Bomgar™ 
representative client. Once you have entered valid credentials for a computer, Bomgar™ Jumps to that 
computer to initiate a remote desktop connection even if the user is not present to grant control. 
  
2. Support Within a Separate Network 
 
Control Attended Computers 
To gain control through firewalls, both the support rep and the client connect to the B100 outbound 
through firewalls, eliminating the need for firewall configuration. 
 
Control Unattended Systems 
Jump™ functionality can be extended through the use of Jumpoints – remote control software clients you 
install within a separate network. Installing a single Jumpoint™ software client at each of your network 
locations gives you remote desktop access to every unattended computer within these networks. Simply 
select from a list of computers on the network, enter valid credentials for a computer, and Jump to that 
computer to start a remote desktop connection even if the user is not present to grant access. 
  
3. Support for Windows Mobile Devices 
To receive support for a Windows Mobile device, a client can go to your online support portal and start a 
virtual support session just like a normal Windows computer. 
 
4. Support Outside of the Network 
 
Control Attended Computers 
Clients can give you access from anywhere in the world with any web browser via the Bomgar™ support 
portal. 
 
Control Unattended Systems 
Even if the desktop you need to access does not exist on any of your networks, you can still gain desktop 
access by installing a remote desktop control software client on the computer itself. Install the software 
client during a standard support session, or email the client software download to multiple computers 
simultaneously. Once the software client is installed, you can control that computer at any time, even if 
the user is no longer present. 
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Customization 
 
Support site branding 
The support site HTML is editable via the administrative interface, enabling you to brand your support 
page. 
 
Session initiation options 
Administrators can customize the support portal to allow a remote desktop connection to be initiated via 
any or all of the following methods:  
• Incident submission, which places the customer in the appropriate queue 
• Selecting a support rep by name from a list on the support page 
• Entering a unique session key 
 
Customizable customer client 
• Brand the chat window and presentation client with your own logo or banner. 
• Opt to display a fully customizable pre-session agreement at the beginning of each remote access 
session 
• Modify and display a queue alert, which customers will see while they are waiting on a support rep to 
take them off the queue. 
• Schedule an inactive remote desktop connection to be dropped or redirected to another page after a 
set amount of time, or opt to display an "orphaned session" alert after a customer waits in the queue too 
long. (Orphaned sessions are set to drop at two minutes by default.) 
• The uninstall message shown at the end of a remote desktop access session is customizable via the 
admin interface. 
 
Post-session options 
Allow your customers to download their complete chat transcript and/or a Flash (.flv) recording of your 
support interaction with them. 
User Management 
 
Unlimited user accounts 
Create an unlimited number of representative accounts for Bomgar™. Because Bomgar™ licenses are 
based on concurrent usage, individual representatives are welcome to share remote desktop access 
licenses, but only one representative can use a shared license at a time. 
 
Service stats 
Record the number of computers serviced by each representative. 
 
Canned messages 
Create pre-built chat messages for efficient and accurate responses to frequent questions. Messages can 
be organized into categories so that support teams can access messages specific to their needs. 
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Pushed session queueing 
Allow orphaned "pushed" sessions to fall into the general queue, or disallow to automatically end the 
session. Note: This feature is not available when supporting Mac, Linux, or Pocket PC clients. 

Exit survey 
Find out what your customers think of your support services or get feedback from reps 
• Monitor customer satisfaction and feedback using a completely customizable exit survey. Ask your 
clients up to 10 questions at the close of their remote desktop connection. 
• Require support representatives to complete an exit survey, marking whether issues are resolved or 
unresolved. 

Record chat sessions 
Record all text transmitted through the chat feature. 

Logging and Reporting 
Bomgar™ remote control software collects support session data automatically. You can view and manage 
these session logs in the administrative interface. Download summary or detailed reports of all session 
activity into a .csv file, easily transferable to Excel. Run reports based on team, team members, or 
representative. View Flash (.flv) recordings of remote command shells. 

Flash (.flv) Session Recording 
Use session recordings to train new support reps on best practices or to keep records of how to resolve 
specific incidents. 

User identification and authentication 
Differentiate administrators from representatives. You can also set various parameters for representative 
passwords. These include password complexity, failed password lockout, password expiration, and idle 
user timeout. You can even determine the features and level of control allowed to individual reps. 

Session keys 
Prevent unknown clients from connecting to reps by requiring clients to connect using randomly 
generated, single-use session keys. 

Automatic backup scheduling 
Using an API, schedule automatic appliance backups to ensure your settings are safe in the event of 
technical difficulties. Backups can be password-protected via the administrative interface to prevent 
unauthorized access 
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Cost: As with any device cost is going to come into play. Having looked and tested all the free remote 
software packages on the market they had some good qualities but not the full suite of tools that we 
were looking for. On the packages that did cost money such as LogMeIn etc they usually lacked at least a 
few of the options that the Bomgar package contained.  
 
The B100 is priced at about $1,900 and that will enable 1 technician to use it at a time. If you get a 
larger appliance such as the B200 or B300 then you can have more technicians utilizing it at the same 
time.  On top of the cost is an annual maintenance fee that covers support, upgrades etc. This 
maintenance package is optional. 
 
So for cost you could look at it this way: 
 
Cost Year 1 Year 2 Year 3  Year 4 
Bomgar B100 $1,900 $400 (Maint) $400 (Maint) $400 (Maint) 
 
Total Cost 4 Years: $3,100.00 
 
Cost Year 1 Year 2 Year 3  Year 4 
LogMeIn Pro $599  (10 PC’s) $599  (10 PC’s) $599 (10 PC’s) $599 (10 PC’s) 
LogMeIn Rescue $1,888  $1,888 $1,888 $1,888 
 
Total Cost 4 Years: LogMeIn Pro $2,396.00 (10 Computers Each Year) 
          LogMeIn Rescue $7,552.00 
 
 
Cost Year 1 Year 2 Year 3  Year 4 
GoToMyPC $1,554 (10 PC’s) $1,554 (10 PC’s) $1,554 (10 PC’s) $1,554 (10 PC’s) 
 
Total Cost 4 Years: $6,216.00 
 
Obviously there are many other packages on the market to compare. If you decide to check them out 
then use the same method as above by determining the yearly cost and then the 4 year cost. Make sure 
you check into how many computers the package will support along with the features you need. Many of 
the other packages have “add-ons” for an added cost. 
 
Also, you will notice I did not do comparisons of “free” products such as VNC, Cross-Loop, etc. I believe 
open source software has a place in a business, but for our business, and what we needed, open source 
would not suit our needs, nor our customers. 
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Solution Benefits 
 
We continue to grow as a business and with the Bomgar B100 we can easily add as many computers to 
the device that we want.  In the future we can use Bomgar’s upgrade plan and slide into the B200 or 
B300 should the need arise.  The major benefit is the support we can not give our customers is even 
better and more efficient. We can utilize the “tagging” feature for customers and remove the “tag” 
whenever we see fit. Right now we can direct people to http://cmonova.com/remote1.htm or  
http://onlinecomputerconnection.com/remote and it will direct them to https://support.cmonova.com/ 
from there we can have them click the “Representative” that is logged in, put in a session key we supply 
them with, or e-mail them a key beforehand. 
 
In today’s market you have to stay on top of things and find ways that you can serve your customers 
better, and also improve upon your processes you have in place.  
 
Utilizing remote features is a big part of our business and I see it growing even more in the future. As of 
this writing, with the price of gas increasing each day the need for a remote support option is even 
greater for any business. 
 
Do your research on all the products on the market and determine for yourself what exactly you are 
looking for and what features you must have. I caution you not to base your decision on cost alone. 
Typically you will find that if you use that as your determining factor you will no be pleased. 
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On the following pages you will find many example screen shots of the Bomgar 100 that we currently 
have in place. 

 

Below is a screen shot of the Representative Client. As you see you can list computers under different 
groups. With the version you will be able to note actual names if you’d like. 
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Below is a screen shot of different ways to connect to customers. 
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Below is a screen shot from being connected as you can see you can chat with the customer if you would 
like or just have that right side of the screen slide out of view. 
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Below is a screen shot once connected to a computer. As you can see from the drop-down there are 
many options you can select from. 
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Below is a screen shot of file sharing. 
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Below is a screen shot of “system information”. 
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Below is an Admin screen from the backend. As you can see you can configure the info the customer 
sees upon the initial connection.  You can also do “exit surveys”, and the “jump” features can be 
configured from here as well. 
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Below is an example of the “backend” admin panel. The screen shows all the sessions you have done. 
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Below is an example of a “session details” report. It is actually quite long and very detail oriented. If you 
look at the top right hand side of the screen you will see “chat transcript” and “session recording”. 
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Below is a screen shot of a remote session that was recorded. This you can open up right in your browser 
vice having to download it. 

 

 

 

 

 

 

 

 

 

 

 

 

 

Computer Repair Business Lessons Learned 
www.ComputerRepairBusiness.net 



                                                                                                                
 
 

 

 

Below you will find a screen shot of the “presentation” setup information. With this you can schedule a 
training session etc and invite multiple people. Very nice feature to have included in the package. 
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