
We grow through the strength of our relationships.
Not only do we do what is asked, but we are always 
there for the moments that no-one could have 
predicted.

Magento Support Services



www.thepixel.com

Who we are
We are a full service Magento 
Enterprise Agency offering 
design, UX, development, 
testing, integration, support 
and hosting services for 
ecommerce merchants.

We have built a business based 
on a simple truth. If you look after 
people, clients and partners they 
will look after you. 
So we ensure we have the highest 
levels of skills, the brightest minds,  
a no-nonsense attitude, a belief in 
doing the right thing, about always 
being there when others need us 
and investing in the future of our 
people so they have a career with 
us, not a job.

It means we think about the 
future of your business and our 
own.

We’ve worked with some of the 
leading brands in the UK including
Halfords, Screwfix, The National Trust, 
Calor Gas, BulkPowders, JoJo Maman 
Bébé, Science In Sport, Kingspan  to 
name just a few.

Qualified development and 
solutions
Our UK based development and 
project management team are 
highly experienced and where 
possible, qualified by the Magento 
Certification program.

To help realise true potential 
through brilliant ecommerce
We grow through the strength of our 
relationships. Its simple business but 
the right way to do things. Not only 
do we do what is asked but we are 
always there for the moments that 
no-one could have predicted.

Welcome

Enterprise Magento 
Partner
The Pixel quickly gained partnership status with Magento in 
2009, becoming one of the first partners in the UK to achieve the 
rank Gold (recently re-branded to Enterprise Partner).

As an e-commerce agency, we work exclusively with Magento 
and enjoy an active relationship with the sales, marketing and 
development team - ensuring we are at the forefront of product 
development, updates and security releases.

Our internal development team is fully trained on Magento 1 and 
Magento 2 ensuring quality code is maintained throughout the 
development cycle, and best practices for performance and 
security are baked into every line of code we write.

“To help realise true 
potential through

brilliant 
eCommerce”



We like to build long term relationships with 
our clients and aim to become an extension 
of their team. This is reflected by the fact 
that nearly half of our clients having been 
with us for over four years and some since 
the day Magento was released.

Our mission is to become the most 
recommended agency in the UK and 
we do this by mixing brilliant capability, 
exceptional service, great value and a focus  
on our relationships with our clients.

Our clients rated us 9.4 out of 10 when 
asked if they would recommend us to 
another company.

We are always there to support our clients 
whether its via email, phone or Skype. We 
like to form close relationships and 
friendships  with the people we work 
with, and organise client only events with 
ourselves and Magento to help build an 
ecommerce community which you can 
become a part of if you purchase our 
services.

Support Beyond 
Project Delivery

Our 
relationships

David Wise, 
Magento Head 
of Channel, EMEA

“The Pixel has a deep understanding and 

experience of Magento, working together since 

2008. They do not shy away from a challenge, 

and focus on client satisfaction as their highest 

priority. This is proven by the long tenure of their 

clients. We hear very positive feedback from 

our customers about The Pixel and can recom-

mend them to any company who are looking 

for a trusted partner to support their Magento 

installation...”

Proactive Support

A good support system should not just 
be waiting for things to go wrong and 
reacting to problems as they occur. At 
The Pixel, our tech team are constantly 
carrying out maintenance, monitoring 
your site, identifying potential issues and 
solving them before things go wrong.

Reactive Support

When a member of your team approaches 
us through our 24/7 contact system, 
either online or by phone, they get access 
to professional, friendly and responsive 
certified technical support. Critical issues 
can be quickly assessed and fast-tracked 
with clear timelines for resolution.

Flexible Support

At The Pixel, we know that each business 
has its own needs which require different 
levels of support. You can choose from 
a number of packages that provide the 
response time and level of service which 
suits your requirements.



The Journey

Initial Meeting

We meet to discuss your journey so 

far and explore how The Pixel will 

be able to help you move your site 

forwards.

Site Performance & 
Security Audit

Prior to any formal support 

contract being agreed, a technical 

audit of your site will need to be 

conducted to check that your 

site has been developed to ‘best 

practice’ standards. We can also 

provide a full code audit that will 

evaluate your site line by line if you 

feel it is necessary.
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Onboarding/Support 
Starts

Audit fixes and support work 

commences. You can now rest 

assured that The Pixel are now 

available to help you 24/7.

4Review

We meet in person or online to 

discuss the audit and build a plan 

for your site based on our findings. 

This is where we work out which 

Support Package will be best for 

your business.
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Basic - £720

This is a basic audit of your Magento setup 
where we look at the following areas: 

- Core code modifications.
- Database setup and integrity.
- Number of third party modules.
- Server configuration setup. 
- Module conflicts. 

The basic audit does NOT verify the 
integrity of any custom code, nor does it 
provide any recommendation to improve 
the code. It acts as a basic procedure to 
evaluate if we can support your site going 
forward. Our report is produced based 
on our findings which may contain some 
recommendations for improvements to 
the site

Full Audit - £3,600

Same as above but with the following 
additional tasks:

- Module analysis: Review of the 
functionality used in all custom 
modules.

- Website theme review: Looking at 
best practice and conflicts.

- Basic website intrusion analysis: 
This does not guarantee your site is 
uncompromisable but looks at the 
most frequently used methods to 
breach the security of a site.

The Audit Options Explained

Support Plan SLA
Although we take every measure to prevent critical 
incidents, they sometimes do arise. Therefore we 
have a dedicated support team available via phone or 
email 24/7, who are there for you, to work on any 
urgent tickets that may arise. We understand the 
importance of comprehensive support in these diffi-
cult times and work tirelessly to resolve your issue and 
keep you updated while doing so.
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Find a plan that’s right for you

Growth

Growth support plan 
includes 20 support 

hours per month and 2 
critical out of office hours.

Pro

Pro support plan includes 
40 support hours per 

month and 4 critical out 
of office hours.

Premium

Premium support plan 
includes 60 support 

hours, a Senior Project 
Manager and 6 critical 

out of office hours.

Monthly hours 20 Hours 40 Hours 60 Hours

Project Manager

Senior Project Manager

Site monitoring

Magento security updates

Critical support hours 2 hours 4 hours 6 hours

Out of office telephone

Hours expire After 30 days After 30 days After 90 days

Compare Support Plans

Growth Pro Gold

£2k per month £4k per month £6k per month



From the first phone call, everyone at The Pixel has impressed us with 

their understanding of Magento & e-commerce. Thanks to their care and 

attention to detail they’ve begun to feel like part of our team. A rare gem 

of an agency.

RUBEN LIGHTFOOT

Ecommerce Manager

Do the support hours roll over from 
month to month?
Your support hours included in your package 
do not roll over from month to month. We 
find 9 times out of 10 that clients go over 
their hour allocation due to the amount of 
enhancements they are making to their sites.

If you sign up to our monthly rolling contract 
you’re free to adjust your package (30 days 
notice required in advance).

What can my support hours be used for?
We do not restrict the usage of your support 
hours, so they can be used to fix bugs, make 
improvements and add new functionality. 
We will work with you to ensure your time 
is being spent to make real improvements 
to your site and where possible pro-actively 
offering advice that will increase revenue and 
conversions.

Can you upgrade my version of Magento 
with the support hours?
Absolutely! However due to the complex 
nature of Magento upgrades you may be 
required to purchase additional hours to 
support the upgrade process.

Will you install Magento security patches?
As a company rule security patches are 
applied to all environments as soon as they 
are released. We will reduce your support 
hours by the time taken to install the critical 
security patches released by Magento.

Do I have to sign a lengthy contract?
We offer two contracts, a rolling monthly 
contract where we just require 30 days 
notice to change or cancel. We also 
offer a reduced 12 month contract that 
is approximately 10% cheaper than the 
standard package.                       

Can I change my packages throughout 
the year?
If you’re on our monthly rolling package 
you are free to change your package 
throughout the month, we just ask for 30 
days notice prior to making the change.

Can I have a custom package?
Certainly - we often build bespoke 
packages tailored to exact requirements. 
If you’re looking for more support hours or 
additional critical out of office hours just 
let us know and we can build something 
just for you.

How do you manage my tasks?
Whilst we do not believe in hiding behind 
a ticketing system, we use a system called 
Jira to manage all of our client’s tasks. We 
also provide telephone, email and Skype 
contacts for your key account and project 
managers. We will setup weekly calls to 
discuss your activity board and will use 
this time to actively schedule future work 
and discuss the ongoing tasks at hand.

Questions and Answers




