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The Customer
Barnett Engineering Ltd. is in the business of designing, manufacturing, and distributing 
site monitors and controllers, voice auto dialers, and alarm reporting units that are 
installed in critical monitoring applications world-wide.  They were founded in 1977, 
and are headquartered in Calgary, Alberta, Canada.  Catering to diverse customers 
with very speciþ c needs, Barnett employs a team of engineers to provide thousands of 
alarm reporting units for applications in agricultural, oil and gas, public safety, industrial, 
manufacturing, telecommunications, governmental, and water industries in countries 
such as Canada, the United States, Mexico, Chile, Singapore, and Sweden.  Their reliance 
on information technology (IT) is a given considering the nature of the technology that 
they produce and supply to their customers.  Uptime and connectivity are essential to 
their day-to-day operations.

The Situation
Like so many other small and medium-sized companies (SMBs) Barnett Engineering did 
not have a ôdefacto IT personõ but instead had one of their full-time Engineering Technolo-
gists operating as a 50/50 Technologist/IT guy.  This dual role was working out þ ne for 
Barnett in the sense that they were happy with their network and IT infrastructure but 
it also meant that the Technologist was caught between being a cost-center or a proþ t 
driver.   When this Technologist decided to leave in early 2008 that left Barnett with a de-
cision to make.  Besides the challenge of þ nding an IT person in a competitive Alberta job 
market, Barnett asked themselves ôhow do we þ ll the void on the IT side of things when 
there wasnõt really enough work for a full-time IT person?õ  Enter their local Utility Service 
Provider, The Phone Experts, who met with them to consult on their particular needs. 

The Solution
The Utility Company presented Barnett with a new alternative to either an internal 
resource or the typical break-þ x outsourcing option available in the market.  The 
Connected Ofþ ce òmanagedó program gave them just what they wanted - the ÿ exibility 
to choose a custom solution that maintained exactly what they wanted maintained. 

Å 1-866-My-Utility Live helpdesk to support end users with secure remote access 1-866-My-Utility Live helpdesk to support end users with secure remote access 1-866-My-Utility Live helpdesk
to their network and desktops for on-demand service and training.

Å Remote monitoring and management of their network, desktops/laptops, 
security and data-back-up 24x7.

Å Security & protection ð ongoing anti-virus and patch management service.

Å Online backup and storage ð remote backup of servers, desktops and laptops.

Å Asset & lifecycle management ð tracking of all hardware and software assets, 
including updates, usage and compliance.

Å Onsite Service ð emergency support, onsite maintenance, end-user training as 
required.

It is important to point out that the combination of the 1-866-My-Utility helpdesk and 
the Utility Service Centerõs remote monitoring and management platform results in 
the majority of Barnettõs support incidents being detected and resolved remotely - no 
downtime or onsite service call.  Basically they are paying for uptime instead of just 
break-þ x technician time!
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The Result
Barnett Engineering has seen no ill effects in losing their ôIT guyõ and have, in fact, enjoyed the newly 
proactive nature of their service.  Previously, Barnettõs Technologist had engineering responsibilities 
beyond their own IT environment.  Even had he been 100% tasked with just their infrastructure, he 
could only be in one place at one time.  With The Utility Company monitoring and managing their 
network and systems, Barnett has experienced þ rsthand, just like their customers do, the beneþ ts 
of being proactive.  òThings happen very quickly with The Utility Companyó commented Phil Daum, 
Product Development Engineer with Barnett Engineering and the main conduit between TUC and 
Barnett. òBesides keeping everything up-to-date in terms of security, patches and upgrades, etc., 
their system scanning has provided us with þ nds like the need for a printer server RAM upgrade (to 
function better) and a disabled NIC card in our main server (before we experienced any downtime).  
Probably the biggest beneþ t to the þ rm has been the ability to hire one more (revenue-producing) 
FULL-TIME technologist as a result of the move to Utility.ó

Customer’s Thoughts
òBusiness as usualó said Mr. Daum, when asked about the transition from a half-time IT resource 
(internally) to The Utility Companyõs þ xed fee managed service program.  òWe really havenõt seen a 
negative to no longer having a semi-dedicated internal resource.  We had no issues with our network 
prior to joining the Utility Company in the 6 or 7 years our IT/Engineering Technologist was with us.  
We were happy with our networkõs operation and just wanted it maintained to the same standard.  
We are happy with the way things are going and like having any issues solved before they even 
become potential problems.ó

Utility’s View
òComing from an accounting background, Iõll use that age-old analogy of the accountant who doesnõt 
do her own taxes or household þ nances.  A lot of companies worry so much about their clientsõ 
needs that they donõt necessarily practice what they preach in their ôown homeõó stated Mark Scott, 
President of The Utility Company.  òBarnett obviously knows the beneþ ts of out-sourcing and proactive 
monitoring - considering what they do for their customers - but they werenõt really taking advantage 
of it internally.  Now they are reaping the rewards ð strategically moving salary from cost-center to 
proþ t-driver.ó

About The Utility Company
The Utility CompanyÈ is a leading provider of virtual IT 
service and support for small and medium-sized busi-
nesses, delivering the required hardware, software 
and service for a monthly þ xed fee per user.  

Our Connected Ofþ ceÈ service program provides a 
single point of contact to deliver and manage technol-
ogy, communications and vertical line of business 
applications ð 95% Remote; 100% Proactive.  

Customers are supported by local Utility Service 
Providers delivering on-site service and business-
technology consulting to reduce spending and 
increase utilization ð our Beyond Managed ServicesÈ 
franchise opportunity is available by prospectus only. 

Learn how to make technology work for your business 
today at theutilitycompany.com


