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Business

Support Techs Are User-Friendly

iy DREW IMAXON
Press Journal Stafl Wriler

They make house calls tad n-
slead of dingnosing human illa,
those experls wanl to check out
the aches and pains of your per-
gonal computer.

“Toch supporl™ iz one of the hot-
teat  phrases surrounding  the
computer industry and it's fast
beeoming a necessity to survive
for businesses that deal in com-
puter hardware and soflware.

"We're getling frustraled cus-
tomers coming in here” said
Claus Schwanltz, owner of Ad-
vanced Computer Technology, 100
8. UA. 1 in Vere Beach. “They're
uzing tech support very heavily.
Mo one likes to read menus (on
computers) any more,

“They're always calllng and
that's the easical way,” he sald,
“Wedon't mind.”

Schwanitz doesn't mind because
teeh support is a standard service
he offera to every customer who
buya a computer from his store,
Mol only do thoy offer malnte.
nanee service, hut sel-up service
as well.

A tech-support repreasentative
nctunlly goes into the customer’s
home and installs the gystem.

“We flrst talk to them to find oul
what syatem flls them  hest™
Sehwanitz sald of new custaomers.
“Then we dellver the systeimn,
houok them up and show them how
everything works, We iry to be
complete.”

Boh Calling, owner of Computer
Consulting & Services in Vero
Beach, agreed fech support is
“nartl of our value"

"“We'll support slefl we don't
pven sell, Thal's part of our buai-
ness, The service end has become
real importand.”

The boom In computers in re-
cenl vears, coupled with a flou-
rishing Internet, is  spawning
newer,  yel  older cuslomers
who've never used a compuler be-
fore.

“In the last couple of wears,
wio've seen a lot of (irst-tUme com-
puter buyers who are retirees”
Sehwanitz said. “A lot of their
children and grandchildren have
computers and they wani lo be
ponneeted to that”

Thoge are the customors who
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Ted Carlson (l2ft) gets help on his home computer system from Juergen Schwanitz, a technician who pro-
vides “tech support” for Advanced Computer Technology of Vero Beach.

frequently  have never used a
compuler before and don't under-
stand the nuances of seliing up a
new aysiem in their home.

“Flrat, they're afraid,” Schwa-
nitz said, "They think 'Tm not
knowledgeable enough to keep up
with modern technology,""

But even those who've grown up
using computers aren'l necessar.
ily compuier experls.

“They only know it [rom the
uacr-ntorface  aspect”  Callino
said. "They dun't know the guls of
Lthe machine”

A good example of hoth those
levels is 83-year-old Ted Carlson
of Yere Beach, Carlson has beon
using eomputers for years in
desktop publishing and writing,
But when it comes Lo tinkering
with the inner worklngs of hls
hame computer systems — he has
twp — he calls Advanced Com-
puter Toohnology.

*I got sound cards, C1 ROMs ..
when you start adding things ke
that, you have lo have someone
whe can sel them,” Carlson said,
“To have them come here is tre-
mendous,”

Schwanitz' son, Juergen, 18 the
techpician who makes many of
the house calls, “We don't look at
thom as customers, they're more
Ike friends. You have (o be
involved," he said.

“¥ou can’'l be a robot” Schwa-
nitz sald. "If you're really stiff,
they're not going to call you back

for anything. ¥You ecan have all the
(educational} degrees possible,
but sometimes it doesn't work."”

That philosophy apparently
pays off,

“You develop a working rela-
tionahip and he knows my ma-
ehines,” Carlaon sald,



