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Mainstay Technologies, LLC began as a computer consulting company 
looking to meet the growing IT needs of small businesses in central 
New Hampshire. By providing high-end, enterprise-level IT and Web 
development services and focusing on real client connections, the 
company has become one of the leading IT service companies in 
northern New England. Mainstay COO Brock Kuhse recognizes that 
the people-first focus has helped create an atmosphere of unmatched 
customer service and integrity.

The Best is the Enemy of the Good 
Several years after opening their doors, Mainstay Technologies had 
reached a point in their growth when they realized the company just 
wasn’t the same. When customer surveys dropped from a ten to a nine, 
Mainstay’s leadership team was eager to fix it. “We still loved our clients, 
made money, and had great people,” Kuhse explains, but change was 
in the air. When Kuhse heard Ted Garner from IT Weapons speak at IT 
Nation, it spurred a visit to IT Weapons that helped the Mainstay team 
define not only that it was time to change but what changes to start 
with to become the dynamic company their clients needed. “We needed 
to try to build a more adaptable structure,” said Kuhse, “so we built a 
model and we started to make a transition.”

Change happened in stages for Mainstay Technologies. The first 
transition plan didn’t include well-defined expectations and 
responsibilities, and while things were improving, the bulk of the 
responsibilities were still falling on a limited group. Three people 
were expected to be account CIOs, team leaders, account managers and more—all while navigating rapid 
company growth. 

To keep their customer service excellent as they scaled, Mainstay’s decision makers had to say ‘no.’ No to new 
business that didn’t fit their model, and no to fast growth. They wanted to grow the right way. “We slowed 
down and didn’t go after anyone who didn’t fit our ideal client model,” Kuhse explained. They knew they had 
awesome employees and great clients, but the survey demonstrated something was slipping. And as we all 
know, a small leak today could be a gaping chasm tomorrow. Mainstay Technologies wanted to solve the 
problem before it became a crisis, and a big part of making that happen was carefully curating their clients to 
ensure the best fit.

Managers Need to Solve Problems 
As Mainstay’s leadership reviewed the situation, they realized their employees were overachievers who 
would do anything to resolve a client issue. While it’s great to have team players who are passionate about 
customer success, there needs to be a balance. “Awesome employees can only jump on so many grenades in 
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Challenge: Operating under a flat 
organizational structure, Mainstay Technologies 
knew growth would be a challenge. 
Restructuring to allow excellence meant 
reshaping the way the business was run.

Solution: Using the power of LabTech remote 
monitoring and management (RMM), Mainstay 
Technologies was able to automate key 
processes and allow the team to specialize in 
providing the best customer service across the 
board.

Results: Today, Mainstay’s staff and leadership 
team have a clearly defined service model 
that can be articulated in a way that makes 
the process go a lot faster. LabTech is helping 
Mainstay Technologies serve the needs of their 
clients through strategic IT management.
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a day before they burn out. It’s just not fair to employees to create a system that constantly requires them to 
save the day. We knew there was a better way, and we set out to find it,” recalls Kuhse.   Mainstay’s leadership 
team wanted to give their employees and managers the best chance of success.

Employees in management roles needed to have a talent for picking apart and solving problems. With a team 
that works well together, problems are solved quickly and easily. Reorganizing the company structure began 
by ensuring leadership positions were filled by people who shared company values, were dedicated and 
passionate, and ready to take on challenges. Mainstay Technologies employed a new structure that allowed 
employees to focus on their strengths and skills, zeroing in on where they could provide the best service. The 
new model allowed staff to step back from old roles where they were expected to do everything for clients to a 
new structure that enabled more excellence. “You can’t have a talented engineer with a perfect skillset who is 
also spending his day trying to manage successful client relationships,” Kuhse clarified. 

By establishing a clear service model and helping the team understand how to redefine value, Mainstay 
Technologies is seeing better employee engagement. As a LabTech partner since 2011, client engagement and 
employee efficiency continue to improve.

Offboarding is Marketing 
Offboarding is your last chance to make a good impression. 

“We always do our best (within reason) to end client relationships on good terms. If you help them through 
offboarding, there’s a good chance they’ll come back if they need you again, refer friends to you, or send you 
talent,” explains Kuhse. 

During offboarding, the Mainstay team works to finish projects, close the loop, and make sure the client feels 
good about the transition. The process can be a recruitment tool when technicians see the way integrity and 
client care are maintained. Technicians who appreciate the unique way Mainstay Technologies does business 
can be the best sources of new talent and new clients. 

Over the years, Mainstay Technologies has proven they’re here to stay by quickly responding to changing 
customer expectations and changing their internal structure to better serve clients. By setting the bar high 
for themselves, hiring managers who are gifted problem solvers, and using offboarding as a marketing tool, 
Mainstay Technologies has won impressive accolades, including the Corporate Soul and Business of the Year 
awards. All this was achieved while running on the LabTech RMM platform and complementary IT service 
excellence tools. 
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“We always do our best (within reason) to end client relationships on good terms.  
If you help them through offboarding, there’s a good chance they’ll come back  

if they need you again, refer friends  to you, or send you talent.” 

– BROCK KUHSE, COO, MAINSTAY TECHNOLOGIES, LLC


