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Disaster Recovery: How One Company Mastered this Critical Component to Business Success



When a disaster is declared, Bourgeois first determines the category of the disaster:  

The Importance of Disaster Recovery

David Bourgeois, President of My IT, LLC knows all too well that 
having a disaster recovery process is crucial for all MSP/ITSP 
companies. Being based in the Greater New Orleans area, LA, he has 
lived through numerous hurricanes and their after-effects, and kept 
his clients operational the entire time. How did he and his team at 
My IT do it?  It wasn’t luck. He takes steps every year to ensure the 
proper tools and processes are in place before a disaster strikes.  

When reports indicate that bad weather could strike, Bourgeois 
and his team take notice. “We monitor major weather events 
and hurricane paths, and when we see one is heading in our 
direction, we declare it a disaster recovery situation,” said 
Bourgeois. “Usually, we only have 72 hours to prepare, so we 
have to move fast.”

“If we didn’t have ConnectWise we would have suffered … it would have 
taken us three times longer to handle the situation.” 

–David Bourgeois, President, My IT

Company
My IT, LCC 

Year Founded
2000

Website
www.myitsupport.com

Challenge
David Bourgeois, President of My IT, realized the importance  
of having a disaster recovery plan, as his company is located in  
a hurricane- and flood-prone area. After struggling during 
Hurricane Katrina with an inefficient and costly process, he knew 
they needed to look for new ways to improve the timeliness and 
cost of his disaster recovery strategy.

Solution
ConnectWise

Results
As compared to expensive disasters in the past, MyIT’s processes 
built around ConnectWise helped bring the cost of a major disaster 
down to almost nothing.
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Bourgeois feels that disaster recovery, in general, is 
about eliminating downtime as quickly as possible. He 
prioritizes tasks to ensure the most critical components 
are covered first. 

Bourgeois uses integrated software solutions 
(ConnectWise and Kaseya) to help with the process. He 
uses ConnectWise as his business management solution 
and Kaseya as his RMM tool. “These solutions keep us 
organized and prepared for disaster recovery and I 
recommend these - or similar solutions -  
to any organization.”



My IT’s Disaster Recovery Strategy

Bourgeois is adamant about having a comprehensive 
disaster recovery strategy in place – for his clients and 
My IT. He can’t stress the importance of preparation 
enough. “Each year we do a disaster recovery run in 
June, regardless of if there is a hurricane or not. It helps 
to keep us ready & prepared and constantly challenge 
our process to work toward making it better,” he said.  
“People from all levels of the organization are involved, 
not just the management or technicians.  During the dry 
run we evaluate each and every client’s site and simulate 
a disaster recovery situation for those clients who have a 
managed services contract.”   

Bourgeois disaster recovery process is rigorous, and he 

stresses the need for speed.  “About three days before a 
hurricane hits, we declare a disaster recovery situation. 
Within 24 hours everything is done, because my people 
need to evacuate too,” he said. “We need to be able to 
establish processes quickly. Otherwise, disaster recovery 
processes do not get finished quick enough before my 
people have to leave, and that’s a risk that neither me or 
my clients want!”

Understanding client’s environments and reviewing it with 
them yearly is also a high priority for Bourgeois and My IT. 
“An annual review of every client’s disaster recovery plan is 
critical to the success of the current plan. It should always 
be considered a work in progress.” 

Preparing to Face the Unknown

When it comes to disaster preparedness, Bourgeois 
has seen the same situation many times. “The first 
year the client is on board, it’s quite unlikely that their 
infrastructure and environment is set up to ensure the 
smoothest disaster recovery,” he said. “You have to work 
to slowly clean up their environment. We meet with each 
client yearly to go over a disaster recovery plan.” 

Bourgeois believes that having ConnectWise is critical to 
help maintain organization in My IT’s disaster recovery 
process. According to Bourgeois, “An important thing to 
remember about disaster recovery is that there are two 
key parts – disaster and recovery. The recovery part is so 
critical because you are unwinding what was done and 
work to get things back to the way it was. In order to do 
that properly, you must have a tracking and organization 

platform like ConnectWise.”  

My IT’s disaster and recovery process relies on this 
centralized process to keep order in a chaotic situation. 
Bourgeois feels this is the best way to manage the 
situation, as he gets a clear understanding of individual 
client needs and he is able to access information quickly. 
“We had 18-19 engineers to handle 40 clients - and we 
were able to do it all within 24 hours,” said Bourgeois.  
“The Closed Loop feature in ConnectWise is awesome. 
We can refer to tickets from our phone and handle them 
properly and still have it documented in ConnectWise.” 
Bourgeois added, “Having a strong dispatch portal helps 
as well because we already know who’s going where. It is 
very helpful.”

“Disaster recovery is all about 
understanding our client’s 

environment, configurations 
and service history, so 

we use ConnectWise in 
the planning/preparation 

phase.  We go back into our 
records in ConnectWise and 
provide our client with data 

to show their utilization of 
our services and use that 

to design a specific disaster 
recovery strategy for them. “

–David Bourgeois, 
President, My IT



About ConnectWise
Available anytime, anywhere, 24/7, ConnectWise is 
the leading business management solution designed 
exclusively for technology organizations. Created 
by technology professionals, ConnectWise provides 
industry-leading software for support and ticketing, 
CRM, project management, invoicing, time tracking, 
procurement, and sales quotes and proposals. But 
ConnectWise is much more than just software. 
ConnectWise offers access to discounted tech 
certifications, community, best practices, forums, a 
robust online university, and business and technical 
consulting. Over 6,000 companies rely on ConnectWise 
to provide a 360 degree view of their technology-driven 
organizations. For more information, call 800-671-6898 
or visit www.connectwise.com.

ConnectWise.com

Thorough Planning Yields Powerful Results

Bourgeois and My IT have lived through some of the worst natural 
disasters in Louisiana’s history. But because of thorough planning, 
they have been able to get client’s up and running in a short  
amount of time. It wasn’t always this easy; Bourgeois has tweaked  
his processes for years. “We are very mature in our disaster  
recovery processes. Going through Katrina prior to ConnectWise was the 
most expensive disaster we have ever had to deal with, yet with Isaac – 
the most recent hurricane – the cost was minimal to nothing.” 

Bourgeois recognizes that delivering fast service to clients post-
disaster helps strengthen business relationships. “We get a ton of 
praise. I’ve had clients tell me that they weren’t expecting a fast 
response – they assumed we were overwhelmed,” he said. “They were 
really surprised that there was no change in service level. That level of 
consistency and professionalism really carries through and allowed us 
to maintain our reputation and our client base.” 

 The most critical component of disaster recovery for My IT is their 
utilization of solutions like ConnectWise. “We’ve been through 
drills with and without ConnectWise. There’s no comparison. With 

ConnectWise, by the end of the day, we were twiddling our thumbs. 
We’ve never done disaster recovery as quickly and organized as we 
did during Isaac. It’s all because all information is centralized within 
ConnectWise,”  said Bourgeois. 

Bourgeois’ experience with disaster recovery reflects a business 
philosophy discussed by IT Nation 2012 keynote speaker, Jim 
Collins, in his book Great by Choice. By working on things that they 
can control, they are in better situation for when uncertainty arises. 
“It’s all about organization. Before ConnectWise, everything was 
decentralized and we struggled to find information. The organization 
that ConnectWise has brought has helped our business grow.”

What does Bourgeois recommend to other IT solution providers?   
Test everything. “The only way to be sure about your disaster recovery 
process is to test it. Challenge your design, validate it, and reinvent 
it. You can’t blame the tools you use – something is broken in your 
processes. Break the insanity and stop expecting different results by 
doing the  same thing.”  

“Going through Katrina prior to ConnectWise was the most 
expensive disaster we have ever had to deal with, yet with Isaac 
– the most recent hurricane – the cost was minimal to nothing.” 

–David Bourgeois, President, My IT

“I have to commend MY IT’s 
support to us during Hurricane 
Isaac. Thank you and your support 
staff for a job well done during a 
very stressful time.” 

– Jill W. Poche’, Senior VicePresident, 
Hibernia Bank and client of My IT


