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Our clients’ mindset 
after launch  

What it is…“Whew, my work is done!”  

What it should be for your site to 
perform… “Wow, look at the tools I 
have!  Let’s publish some stuff!”  
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How Atlas Supports 
Clients Today  
•  Hourly support – as needed 
•  Prime Support – same day response to requests 
•  Full Marketing Management – we make all changes and 

updates 
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Top Ten Support 
Requests we get 
1.  How do I…(add a page, change a sidebar item, etc.) 
2.  Correcting user errors (“I deleted a page—can I get it back?!”) 
3.  Training new staff or current staff on CMS, blog, InSite, etc. 
4.  Adding social media icons to sites or blogs 
5.  Adding new tools or content, such as maps or image galleries 
6.  Adding new (or updating old) content or sections 
7.  Blog support or social media questions 
8.  Updates to property data 
9.  Creating new buttons or graphics for the site 
10.  Software updates 
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Post-Launch Tips & Tricks 

•  Periodically review your content 
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Post-Launch Tips & Tricks 

•  Keep up with technology changes 
New browsers and new technology come out every year. When 
you notice that something new has come out, ask yourself “how 
does this affect my website?” 

For example: this year, smart phone sales will outpace PC sales. 
More users than ever will be looking at your website on a 
phone. What does this mean for you? It means thinking about 
making your website mobile-compatible. 
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Post-Launch Tips & Tricks 

•  Check your statistics 
On a monthly basis, you should be checking your analytics. 
They will allow you to see what pages are most popular on your 
site, how well your site is performing overall, etc. 

•  Always be learning 
- Attend free webinars (watch for our emails—Atlas webinars 
are free to clients) 
- Read the Atlas blog (http://blog.atlas-advertising.com) 
- Sign up for additional training  

 - Content 101, 201 and 301 
 - Website Statistics Tracking 
 - Content Management 101, 201 and 301 
 - Search engine marketing 101 
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Key Examples 

•  thinkkc.com 
•  indypartnership.com 

Kansas City and Indianapolis do a great job with 
updating their content and enriching it with video, 
imagery and more.  
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What is Atlas Support? 

The word “support,” according to Dictionary.com means: 
1.  To bear or hold up, serve as a foundation for. 
2.  To maintain and advocate. 
3.  A person or thing that gives aid and assistance. 

At Atlas, support means giving you the assistance that you need to  
have an effective brand and marketing strategy. This can 
encompass a number of  things—from website enhancements to  
trainings and beyond. But through all of  those enhancements,  
trainings, etc., the goal of  Atlas is to serve as a foundation for your  
marketing and brand, to help maintain and advocate your site, GIS  
and other tools and to assist you as you need it. 
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Why we’re making changes 

•  Because you asked us to:  respond faster, be a partner, not a 
vendor and improve or deepen our content offerings, including 
social media.  

•  Efficiency: so that your needs are met as quickly as possible. 

•  Consistency: so that we’re all on the same page and every client 
has the opportunity to take full advantage of  support. 

•  Clarity: so that you understand what support is, what plans are 
available and what your plan covers. 
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Summary of what we heard in our 
client survey 2009: 
1.  2009 was a year of belt tightening, and 2010 and beyond will 

continue to mean doing more with less 
2.  Keep it up: we like the partnership and the information/

expertise Atlas brings to a project 
3.  You are satisfied with Atlas, but want us to improve in a few 

areas: 
–  More thorough, organized project management 
–  Faster response times 
–  Be a partner, not a vendor – recommend new ideas and work together 
–  Improved or deeper content offerings, including social media 

4.  You’ve got some new ideas for us  
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Support plans available at Atlas: 
Hourly Support on-request 

Hourly Support 
This plan allows you to request support and maintenance at normal hourly rates. Support 
requests include phone and email requests for training (formal or informally via phone/
email), support, file transfers, instructions and consultations. Support for this plan is 
billed monthly and based on the hours you used that month.  

With Hourly Support, you will not be charged for a code issue, server outage or other 
issue caused by Atlas. You will be billed for all user-generated problems, trainings and 
consultations. 
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Support plans available at 
Atlas: Prime Support 5-hour 
Prime Support 
This plan offers up to 5 hours of  support each month for only $500. This is an average 
savings of  25% on our normal rates. Hours exceeding the monthly allotment will be 
billed at the discounted rate of  $100 per hour for regular support and $150 for InSite 
support.  

Your Prime Support plan also offers you VIP support service: we will respond to Prime 
Support requests within one business day and will begin work on any required projects in 
five business days or less, depending on the size of  the project.  

With Prime Support, you will not be charged for time spent addressing a code issue, 
server outage or other issue caused by Atlas. You will be billed for all user-generated 
problems, trainings and consultations. 

Your Prime Support plan lasts through DATE HERE, at which time you will have the 
option to re-sign or choose another support plan.  
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Support plans available at 
Atlas: Prime Support 10-hour 
Prime Support 
This plan offers up to 10 hours of  support each month for only $900. This is an average 
savings of  more than 25% on our normal rates. Hours exceeding the monthly allotment 
will be billed at the discounted rate of  $90 per hour for regular website support and $140 
for InSite support.  

Your Prime Support plan also offers you VIP support service: we will respond to Prime 
Support requests within one business day and will begin work on any required projects in 
five business days or less, depending on the size of  the project.  

With Prime Support, you will not be charged for time spent addressing a code issue, 
server outage or other issue caused by Atlas. You will be billed for all user-generated 
problems, trainings and consultations. 

Your Prime Support plan lasts through DATE HERE, at which time you will have the 
option to re-sign or choose another support plan.  
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Support plans available at Atlas: 
Full Marketing Management 

Full Marketing Management 
This plan takes the weight and responsibility of  updating your website, GIS and/or social 
media tools off  your shoulders. Full Support plans are customized to your needs and can 
cover websites, GIS tools, blogs, social media tools and more.  

Full Marketing Management through Atlas can put your mind at ease and enable your 
organization to save thousands of  dollars time from on contractors or employees tasked 
with maintaining the website. 

Included in all of  our Full Support plans, you’ll find: 
•  Strategic recommendations: we will provide a yearly strategic marketing plan and then 
determine on a monthly basis how to best use your budget to enhance your website or 
other tools in line with your strategic plan 
•  Statistics tracking: we will review your statistics monthly and provide recommendations 
and strategic direction based on that data 
• Content updates: we will edit, write or upload as needed to keep your dynamic website 
content areas (such as News and Events or Data) fresh 
• Budget management and project evaluation: we will help you determine priorities for 
your marketing budget, as well as evaluate supplementary work 
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Prime Support Case Study: 
Hoosier Energy 
Each month, Hoosier used their support contract to keep their 
website fresh, enhance user experience and add new, useful tools 
for their team and audience. 
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What does support cover? 
Billed to Your Support Plan: 
•  Troubleshooting and solving user-generated errors 
•  Providing additional training (including CMS training) 
•  Providing additional written instructions 
•  Consulting services (social media, search engine marketing, etc.) 
•  Adding new features, graphics, etc. to your website, blog or GIS 

Not Billed to Your Support Plan: 
•  Server outages or time spent troubleshooting server issues 
•  CMS or GIS errors created by us 
•  Billing questions 

Projects Not Covered By Support: 
•  Large projects, such as website refreshes, adding new tools (such as InSite) to a site, etc. 
will have to be separate work authorizations and projects.  
•  A good rule-of-thumb is to assume that any single project over 10 hours in length will 
likely be a separate project/separate authorization. 
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Who do I contact? 
Your Account Executive 
You should contact your AE if…  
• You want a new feature added to your website or InSite 
•  You would like to brainstorm about strategy 
• You have a billing or budget question 

Your Support Team: 
You should contact your Support Team if…  
• You have a question about how your website, InSite, blog or other tools work 
•  Something is not functioning as expected 
•  You would like additional training 

The Emergency Line: 
Only contact your Emergency Line if…  
• Your website is down or stops functioning during non-working hours 
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How do I contact them? 
Your Account Executive 
If  you do not have contact info for your AE, please email gigig@atlas-advertising.com. 

Your Support Team: 
Your support team can be reached by emailing support@atlas-advertising.com. If  you 
need to reach someone immediately by phone, contact Gigi Griffis at 303.292.3300 x223. 
Whenever you email a request to support or emergency, please cc: your Account 
Executive. 

The Emergency Line: 
Your Emergency Line can be reached by emailing emergency@atlas-advertising.com. 
Sending an email to this account will notify a 24-hour support team member of  your 
emergency and a support team member will respond the same day. 

PLEASE NOTE: If  the emergency is due to a code issue, server outage or is otherwise 
not user-generated, you will not be billed. If  your emergency is user-generated, you will be 
billed at a rate of  $250 per hour. Prime Support clients are billed at a 25% discounted rate 
for all emergency requests..  
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Sending an email to support 
If  you are reporting an error: 
Describe what you were trying to do 
Describe the error and what you did right before it happened. 
Tell us what browser (e.g. Firefox, Internet Explorer 7, etc.) you were using. 
Paste the URL of  the page you were working with. 
Attach a screenshot of  any error messages that may have popped up. 

If  you are asking a question: 
Describe your question, dilemma and/or what you were trying to do in the system. 
Paste the URL of  the page you were working with. 

How to Take a Screenshot (on a PC): 
Make sure you can see the error/website on your screen 
Hold down the control key 
Click on Print Screen at the top of  your keyboard 
Hold down the control key and hit the C button to copy your screenshot 
Open the email you want to send to our team and click in the body of  the email 
Hold down the control key and press V to paste your screenshot 
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Q&A 
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Contact information:   

2601 Blake Street, Suite 301 
Denver, CO 80205 

Contact: Gigi Griffis 
t: 303.292.3300 x 223 

gigig@Atlas-Advertising.com 
www.Atlas-Advertising.com 


