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NowNerd, headquarted in Beaverton, Oregon, provides IT technical support for consumers and businesses 
of all sizes. Growing from a company that initially supplied only on-site support for organizations, 
NowNerd’s business changed dramatically when it contracted with a national retailer to provide remote 
support as well. 

“Before we knew it, we were performing hundreds of thousands of remote support sessions for this client,” 
said Geoff Turner, CEO of NowNerd.”The retailer had us using LogMeIn Rescue as the remote support tool, 
but we found it had a number of limitations, including difficulty establishing connections to the clients’ 
systems, the need for technicians to memorize complicated keystroke shortcuts, and limited ability to 
tailor the tool’s interface to our client’s branding.” 

Because of the many difficulties NowNerd experienced, Turner decided to develop a proprietary support 
dashboard to market to existing and prospective clients as a white label remote support interface that 
could be branded for each individual client. He named the dashboard NerdDeck and started a new 
company with the same name to supply clients a fully branded support experience. 

FINDING THE RIGHT SOLUTION 

“We wanted to create a dashboard platform that would enhance our technicians’ capabilities and improve 
efficiencies, as well as offer our customers a turnkey remote support solution that provides an extremely 
easy experience for their users and can be customized to their specifications,” said Turner. “We knew that 
LogMeIn Rescue did not have the capabilities we needed to build this new platform, so we began testing 
several other solutions, including Bomgar.”

The company thoroughly tested the solutions to compare how reliable they were in providing remote 
support for its customers, how easy they were to use, and whether they had the level of security required 
for a platform that supports retail transactions. In the months of testing and evaluating the solutions, 
Bomgar emerged as the clear choice.

“As we learned more and more about Bomgar’s solution versus the others, we realized how important it 
was to us to keep our critical infrastructure in-house,” Turner explained. “The other solutions we evaluated 
were cloud-based, whereas Bomgar is an appliance. We didn’t want to build our platform around 
something that was outside our control.” Bomgar’s appliance architecture allowed NerdDeck to create its 
platform using a device within its secure network. Having the Bomgar appliance within NerdDeck’s firewall 
and Bomgar’s use of SSL encryption and authentication controls helped alleviate any PCI compliance 
concerns that NerdDeck’s clients might have had with regard to credit card transactions. “And our 
technicians absolutely love how easy it is to establish sessions and troubleshoot using Bomgar. That really 
solidified the decision for us.” 
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ADVANCED FEATURES THAT ENHANCE EASE OF USE,
EFFICIENCY AND SECURITY

NowNerd’s approximately 70 technicians provide remote support 
for common applications, such as Word and Excel, as well as 
troubleshooting for email, WiFi and printer sharing between home and 
office computers. In performing their work, the technicians particularly 
appreciate Bomgar’s script feature.  Scripts enable technicians to run 
preprogrammed sets of commands on a user’s device, improving 
efficiency, reducing the potential for errors and providing a complete, 
recorded audit trail.

“Bomgar’s scripts are nothing less than amazing,” said Turner. “When 
we were using LogMeIn for everything, we had to devise all kinds of 
shortcuts on our keyboards to try to improve efficiency, but that still 
required the technician to manually execute them. With Bomgar, we can 
create global canned scripts for various scenarios and provide them to 
all of our technicians at the same time, so we know they are all running 
exactly the same sequence of commands. We can also run multiple 
scripts at the same time and have separate recordings for each one. 
Overall, Bomgar’s script feature is dramatically improving our accuracy 
and efficiency. We are seeing a 40 to 50 percent improvement in session 
resolution time.”

Security is another important benefit NowNerd is experiencing with 
Bomgar, which Turner said extends beyond the inherent security of 
having the Bomgar appliance within its network. “Our supervisors have 
full visibility over sessions and can take over control of a live session 
or review the audit log for a completed session if there are ever any 
questions about it. Users appreciate that an icon appears on their screen 
to alert them when a technician is remoting into their device. If the user 
gets concerned at any point, they can move their mouse and take back 
control of their machine. And when the session is complete, Bomgar 
leaves nothing behind on the user’s computer. Features like these build 
a trust relationship between the user and technician. Users are reassured 
that they know what is happening with their machine and that their data 
is secure. It is an important set of features other solutions don’t provide.”

SUPPORTING A GROWING BUSINESS

NerdDeck’s sales force is using Bomgar as well. When giving a 
presentation for a prospect or new client, the salesperson sends a 
Bomgar presentation link to them that doesn’t require them to download 
any software to run on their computer. “It’s very easy to use and always 
has excellent color quality,” said Turner. 

Turner appreciates the ongoing support his companies are receiving 
from Bomgar. Although there has not been any unplanned downtime 
with the Bomgar appliance, Turner likes the fact that Bomgar can create 
a virtual appliance to avoid business interruption should the physical 
appliance ever need service. He also appreciates Bomgar’s continued 
roll out of new features. “We’re in Bomgar’s early adopter program, and 
the nice thing about the new features that Bomgar offers is that they are 
thoroughly tested and they just work. We continue to integrate them into 
our platform as enhancements.” 

Looking forward, Turner is confident that as business grows, the Bomgar 
solution can scale to meet the need. “We may need to deploy Bomgar’s 
Atlas Cluster Technology, a solution that would enable us to scale globally 
across multiple appliances, if our client base grows globally, or we may 
put appliances in multiple locations across the U.S. or the world. It all 
depends on our clients and where they expand. What we know is that 
with Bomgar, we have an enterprise solution that can support us no 
matter where the business takes us. It is at the foundation of everything 
we do.”

ABOUT BOMGAR 

Bomgar provides remote support solutions for easily and securely supporting computing systems and mobile devices. The company’s appliance-based 
products help organizations improve tech support efficiency and performance by enabling them to securely support nearly any device or system, 
anywhere in the world — including Windows, Mac, Linux, iOS, Android, BlackBerry and more.  More than 7,500 organizations across 65 countries have 
deployed Bomgar to rapidly improve customer satisfaction while dramatically reducing costs. Bomgar is privately held with offices in Jackson, Atlanta, 
Washington D.C., Paris and London, and on the web at www.bomgar.com.


