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August 1, 2012 

 

From the Desk of:  Marietta Willis, CEO 

        Encore IT Services 

 

Dear Fellow Business Owner, 

 

Hi, my name is Marietta Willis CEO of Encore IT. As a business owner myself, I know how 

insanely busy you are so I’ll get right to the point of this eBook. 

 

Although we’ve never met, I’d be willing to wager a bet that your computer network – and 

the critical data it holds – is not nearly as secure as you think it is. How do I know? 

 

Because over and over again I’m absolutely HORRIFIED by the incompetence and 

irresponsibility I discover when I audit most business computer networks. In 98% of the 

computer networks I review, I find faulty or non-existent backups, security loopholes, 

shoddy(if any) reporting, and flawed systems that simply cost more to maintain and don’t 

align with the operations of the business. 

 

Plus, not a week goes by where we don’t get a ‘911 crisis call’ from a business owner with a 

major technical disaster that COULD have been prevented. Why do so many businesses pay for 

substandard computer support? Simply because they don’t know how to truly verify that their 

network IS secure and end up having to take someone at their word. 

 

That’s why I’ve decided to write this report for all the business owners in our area to 

EDUCATE them about what to look for in a computer consultant. Quite honestly, I’m shocked 

at the oversights and sloppiness of most self-proclaimed “experts” and want to see the 

standards raised. Below you’ll find a mini acid test you can use to determine whether or not 

your computer network really IS being supported properly. 

 

If your computer support technician does not score a “yes” on every point, you could be paying 

for substandard support AND be wide open to a very expensive, very frustrating computer disaster: 

 
1. Does your computer support company answer their phones “live” and respond to 

support issues in 1 hour or less? There is nothing worse than making a phone call with 

a problem and not being able to reach someone immediately. So you leave a message 

and hope for a call back. Unfortunately, you don’t have any idea whether to expect a 

call back in 5 minutes, 5 hours or 5 days. 

 

2. Do their computer consultants remotely monitor your network 24-7-365 to keep critical 

security settings, virus definitions, and security patches up to date? 
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If you aren’t working with a computer support company that provides this service, it 

is only a matter of time before you have serious issues. The truth is that most 

problems can be avoided if you know what to look for and are taking the time to do 

it. There are a myriad of tools available today that allow computer technicians to be 

notified when events occur that could signal problems ahead. Great computer 

support companies will use one or more of these tools to receive notifications and 

resolve problems before they turn into downtime and lost productivity for you. 

 

3. Does your computer consultant INSIST on monitoring an offsite as well as an onsite 

backup, or are they letting you rely on outdated tape backups? 

Having an up to date offsite backup can mean the difference between losing a day 

and losing your business. Imagine arriving at your office to find that you are the 

victim of fire, theft or flood. If you don’t have a complete recent copy of your data in 

another location, you may never be able to recover from the disaster. 

 

4. Does your computer consultant INSIST on doing periodic test restores of your 

backups to make sure the data is not corrupt and could be restored in the event of 

a disaster?  There are far too many stories of business owners who thought they 

had good backups. Only when the unthinkable happened and they needed to 

restore data did they learn that the backups had not been working correctly or that 

the backup media could not be read. The ONLY way to know that you have good 

backups is to make sure that you can restore data from them BEFORE the 

situation is critical. 

 

5. Has your computer support company provided you with written, network 

documentation detailing what software licenses you have, critical network passwords, 

and hardware information, or do they tightly hold the “keys to the kingdom?” At a 

minimum, you should have access to all of the information that may be needed to 

access your servers and networking equipment. You should also have all of the licensing 

information for your software. Better yet, your technician will provide you with a 

binder that contains all of the information required to contact any of your technology 

vendors and the technical details of your network configuration. It’s not that you ought to 

be logging into your server for any reason, but if you decide to switch to another 

computer support company, for whatever reason, you will need this information so that 

the new company can access your network. 

 

6. Does your computer support company consistently (and proactively) offer new ways 

to improve your network’s performance, or do they wait until you have a problem 

to make recommendations? Ideally, your computer consultant should review your 

technology plan with you every year. You should know the age of each 

workstation and server and when you should be budgeting for replacements. 

Your computer support company should also be making you aware of changes in 

technology and ways you might be able to leverage newer technology in your business. 
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7. Are you provided detailed invoices that clearly explain what you are paying your 

computer support company for? The details may not mean anything to you, but just 

knowing that they are there tells a lot about the company you are doing business with. 

If the invoices are detailed, you can be pretty sure that if this same problem crops up 

at a later time, they will be able solve it quickly by accessing the knowledge base that 

is accumulated over time. Better yet, you will likely be able to benefit from the fact 

that someone else they service may have already had the problem! Some companies 

even offer you the opportunity to log into the system to view invoices and service 

tickets. That means that if it was something you needed to know or do differently and 

you can’t quite remember what it was, you will have online access to that information 

as well! 

 

8. Does the computer technician explain what is being done and answer your questions 

in terms that you can understand (not geek-speak)? Of course, none of those details 

will make any difference if it is all so technical that you need 5 certifications to 

understand it! If the computer support company you are talking to can’t explain 

technology in plain English, or gets frustrated with the questions you are asking, it’s 

time to find a different company to work with! 

 

9. Are projects on time and on budget, or does every project end up taking longer and 

costing more than you expected? Sure, sometimes things happen that can’t be 

anticipated, but if your computer technician is constantly taking more time than you 

were told up front and if the invoices are always more than you expected, you clearly 

aren’t getting the value that you were promised. 

 

Also important is how things are handled when the unexpected happens. Does your 

computer support company communicate with you as soon as they know the 

deadline will be missed and keep you informed about the progress and serious issues, 

or are you constantly trying to track them down to find out what is going on? 

 

10. Does your computer support company offer any guarantees on their services? If your 

computer technician is confident in his/her abilities to keep your technology running 

smoothly, then there should certainly be a guarantee. 

 

11. Do the computer technicians arrive on time and dress professionally? Nothing is more 

annoying than making your plans around a service call only to sit and wait for someone 

who doesn’t arrive on time. You also don’t want some guy in torn jeans and a dirty t-

shirt sitting at the desks in your office, looking like he works there, when your office is 

a shirt and tie environment. 

12. Do they have other computer technicians on staff who are familiar with your network 

in case your regular technician goes on vacation or gets sick? No one can be available 

every day of the year, so it is important that you are working with a computer support 
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company that has several technicians all with the necessary skills to support your 

network. And while it is always good to have one of them that is primary to you and 

knows everything about your network, it is also nice if the other technicians have worked 

with you as well so you aren’t even aware that your primary technician isn’t available. 

 

13. Do their computer technicians maintain current vendor certifications and participate 

in ongoing training, or do you feel as though they are learning on your dime? Technology 

is constantly changing and it is a rare week that some issue we’ve never seen doesn’t pop 

up – and those situations certainly require investigation. But if your computer 

technician is always calling another technician or the vendor for help, or is sitting in front 

of your server with a big fat reference book, that’s a problem. It’s not reasonable to 

expect that your technician will have every answer without some investigation, but if he’s 

constantly doing research and billing you for it besides, you need to look for a new 

computer support company. 

 

14. Do the computer technicians take calls from other clients while working on your 

network (and on your dime)? This too can be a huge problem. If your computer 

technician is a one-man-band, there may be no one to cover for him when he is supposed 

to be working on your problem. Even if he deducts the time spent on the phone from 

the time spent in your office, he is still not as productive for you as he would have been 

without the interruption. And what will happen if he is in the middle of setting up your 

new workstation when someone else’s server crashes? 

 

15. Do you have to manage your computer support company’s progress on projects, or 

do they provide frequent updates, status reports, and follow-up calls and e-mails? 

Your computer support company should be working to make things run smoothly! If 

you are constantly calling them to follow-up on issues and problems, or to see when 

that new workstation will be installed, they aren’t making your life easier. The best 

computer consultants communicate with their clients even when there aren’t any 

particular problems. Weekly and monthly reports should communicate the health of 

the network and detail information about workstation cleanups and security patches 

that have been installed. 

 

16. Do they offer flat-rate or fixed-fee project quotes, or do they give themselves a wide 

open playing field with “time and materials? Don’t be afraid to ask for a fixed fee or even 

a not to exceed price on your project. I have even had clients ask if there was a penalty if 

we did not complete the project on time. If the company has experience with this type of 

project, they should be comfortable quoting a fixed fee. If the fee is not to exceed a 

certain amount, you will benefit if the project goes smoothly while sharing the risk with 

the technology provider. Of course, the provider is going to expect certain things from 

you, like access to your office and the network, so be sure you understand what will be 

expected on your end. 
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If Your Current Computer Technician Failed This Test, 

I Want to Offer You A FREE Network Audit ($340 Value)  
 

I know you are so darn busy running your business that you simply forget to think about the 

security and health of your computer network UNTIL something major happens If that’s you, 

consider this a “friendly reminder” to get your network checked out – if nothing else, it’s a good 

way to get a third party review of your computer network’s security. 

 

And to make it a complete “no-brainer,” I’m offering a Network Audit for only $99 (our 

normal fee for this service is $340) so you have no excuse for making sure that your computer 

network is safe not only from spyware and viruses, but also hackers, spam, data loss, hardware 

failure, software corruption, and a number of other disasters. 

 

We Will Come To Your Office And... 
 

• Check your firewall’s security settings to make sure you are protected from the 

latest hacker attacks, worms, and viruses. 

• Check for spyware that is secretly stealing your company’s bandwidth, jeopardizing 

the speed of your computer system, and embezzling confidential information 

about you, your employees, and your business. 

• Check your network’s back-up system to ensure it is working properly and accurately 

backing up all of the critical files and information you never want to lose. 

• Determine if you have the most up-to-date security patches installed properly; 

miss one critical update and you’re a “sitting duck.” 

• Diagnose slow, unstable PCs. 

Analyze network traffic and show you how it is being used.  

 

Why Should You Care About This? 
Because there are literally dozens of ways hackers and viruses can access your network–

undetected—to access and remotely control your network, corrupt your data, and use your 

network as a conduit for spreading spam, viruses, and even illegal software. 
 

There are numerous system checks and updates that should be done on a regular basis to 

ensure maximum speed, performance, and security. Ignore them and your system will get 

progressively slower, unstable, and susceptible to viruses, spyware, and hackers. Tape backups 

have a failure rate of 100% --that means all tape drives will fail at some point, often without 

warning. You don’t want to find out that your backup was not working the day after your hard 

drive fried. 
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Think About This... 
 

What else in your business is more valuable than the data on your network? Just imagine how 

devastating it would be to lose it! That’s why this audit is so important. We’ll conduct a 

comprehensive review of your computer network’s security settings to make sure your data is 

safe and secure. 

 

 

Okay...So What’s The Catch? 

 
I bet you’re wondering why I’d be willing to offer such an important service at such a low price, so 

please allow me to explain. First off, I want to be clear that this is NOT a bait and switch offer 

or a trick to get you to buy something. My reputation for running an honest and trustworthy 

business is something I hold very dear. I would never jeopardize that in any way. 

We are simply offering this Network Audit as a risk-free “get to know us” offer to people we 

haven’t had the pleasure of doing business with. 

 

 

After All, Don’t You Just Want Your Darn Computer 

 To Work The Way It’s Supposed To? 

That’s why I’m making this offer. I know that we are hands down the best at what we do, but I 

don’t think it’s fair for you to risk a lot of money to find out. I don’t expect everyone to become a 

customer, but I know that some will end up becoming loyal, long-term clients, just like these 

business owners: 

 

 

 
“As President & CEO of 21st Century Broadcasting, Inc., 
 Houston, Texas, the IT service received from you and your 
 company is well worth mentioning. The professionalism and 
attention, when called, was swift and my computer needs 
 were corrected with little down time. I was back up and 
 running without any loss of time.  
 

Mr. M. Augustus President & CEO, 21st Century Broadcasting, Inc. 
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“After the Disasters of Hurricane Katrina/Rita, if it wasn’t for the expertise and familiarly of Encore IT; we 
would be at a major disadvantage competing in the small business arena in the Gulf South. Not only did they 
know us but also they knew the history of our computer network systems and exactly what it would take to 
restore it.”            Thanks Encore IT!  
Vincent L. Wilson Executive Director, DSA, Inc. 

 

 

 “We want to communicate the level of satisfaction we have had with the service provided by your company. 
We continue to enjoy the relationship we have had with Encore Information Technologies for the past 4 years. 
You and your staff are always available and eager to help when we need you; even on weekends and after-
hours. We have found that your response time and the knowledge in your field of expertise to be exceptional. I 
want to again compliment you and your staff on a job well done.” 
Wallace M. Williams, C.P.A. Managing Director YHW Management Services Company, LLC  

 

 

Here’s How It Works... 

To get your no-strings-attached, Network Audit, simply complete and fax the enclosed response 

form back to our office. Or if you prefer to speak to me directly about this, call If we discover a 

problem, we’ll also provide you with a recommended action plan and fixed-fee quote on what 

it will cost for us to resolve it. No hidden fees; no bait and switch. If you decide to hire us to do 

the repair (you’re under no obligation), we’ll get to work on it immediately. 

And if we find out everything is safe and secure, you’ll breathe a big sigh of relief knowing 

the true state of your network’s health and security.  

What do you have to lose? Don’t let another day go by without verifying the health and 

security of your network! We’re making this as easy as possible to say yes – all you have to do 

is take 60 seconds to fax back the enclosed form or call our offices and we’ll do the rest! 
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YES! Please Reserve a Network Audit in My Name to Make Sure My 
Network IS Actually Secure! 
 

I understand that I am not obligated to do or buy anything by signing up for this offer. For $199, 

one of your technicians will schedule an appointment to conduct a complete health check of 

my network to: 
 

• Diagnose any computer network problem I am experiencing. 

• Check my network’s security against hacker attacks and viruses. 

• Check for spyware. 

• Check my network back-up system to make sure it is working properly. 

• Diagnose slow, unstable PCs. 

• Analyze network bandwidth usage. 

• Discuss a project or upgrade I am considering, or even give me a second opinion on a 

quote I’ve received. 

 

Upon completion, I’ll receive a report that will show any problems, threats, or vulnerable 

areas that need to be addressed. If a problem is discovered, I will receive a recommended 

action plan and fixed-fee quote to resolve it with no hidden fees. Again, I am under no 

obligation to hire you to do any work. 

 

Need To Speak To Someone Right Away? 
 

Call: 832-483-2612 
Please Complete This Form: 

 
Your Name: __________________________________________________________ 

Title:  __________________________________________________________ 

Company: ___________________________________________________________ 

Address:  _______________________________________________________ 

City, State, Zip: ________________________________________________________ 

Phone:__________________________________________________________ 

Email Address: _______________________________________________________ 

Number of PCs:  __________________________________________________________ 


