
 

 

Client Services FAQ’s 

Q:  Who should I contact at Americaneagle.com if I have a question, issue, or a request for an update? 

What is the best method of communication? 

A:  Within our Client Services Division, we have a team of Account Managers that would act as your 

main point of contact for all website support requests.  The best communication method to use would 

be through our Customer Portal, which gives you access to our support ticket system. Our support ticket 

system is an efficient and convenient way to submit and track all of your requests. All past tickets 

remain accessible, as needed, for future reference. And, your available support time balance is also 

displayed in this Customer Portal.  

 

You may also contact us using our primary email address: CustomerService@AmericanEagle.com, or you 

may call us at our main telephone number: 847-699-0300. 

 

Q:  What should I do if my website goes down, or if there is an urgent issue? 

A:  During our normal business hours (Mon-Fri, 8a – 5p, excluding major holidays), you may use any of 

the methods described above. If it is not during our business hours, please call our main telephone 

number, 847-699-0300. The call will be answered by our after-hours answering service, and they will 

immediately route any urgent messages to our 24/7 data center technicians, or to our on-call staff, as 

appropriate.  

 

Q:  What if I need to schedule work to be performed outside of normal business hours? 

A:  Work and/or support can be scheduled outside of our normal business hours, but we would require 

at least two weeks advance notice. Additional after-hours staffing fees may be required. 

 

Q:  What sort of thing does the 90 day warranty cover? 

A:  The limited warranty covers programming and development errors and “bugs” that are discovered 

and reported during the initial 90 day period, from the date of the website’s launch. The warranty would 

not cover any change requests. 

 

Q:  What is a support retainer? How does that work? 

A:  Under a support retainer agreement, clients agree to purchase a set number of “hours” each month 

for future support and maintenance of their website. The time may be used toward any service that 

Americaneagle.com offers. Those hours are added to your account every month, and are subsequently 

debited for any support time that we provide. If not used, the hours roll over indefinitely until you 

eventually use them. 
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There is a primary advantage of having a support retainer. We are able to “reserve” that support time 

for you within our schedule, thereby making the process more efficient. Additionally, for clients that 

agree to a 3-hour or greater retainer, we would assign a dedicated Account Manager to your account. 

 

Q:  What if I want to use more than my allotted retainer hours in a month? How does that work? 

A:   You can always purchase additional ‘buckets’ of support hours for the work. However, we would not 

be able to offer a discounted rate for the hours purchased outside of your monthly retainer. 

One other option would be if you know in advance that the work will be needed, you may increase your 

monthly retainer ahead of the work so that you will have the hours available when the work is 

performed.   

Q:  Who should I contact if I am interested in having a larger project implemented, or having a full 

redesign of my website? 

A:  You would still use our Client Services Account Management Team as your main point of contact for 

any larger projects. Then, we would bring in any additional resources as necessary.  

 

Q:  What if I do agree to have a larger project implemented? How is that development work handled? 

A:  For larger projects, we would typically assign a project manager for that specific project. The 

implementation is then handled by a dedicated development team. In most cases the project work and 

everyday retainer (support) work can be done in parallel. 

 

Q:  How can I have my website’s platform upgraded?  

A:  Typically, a platform upgrade would need to be assessed on a site-by-site basis. In a general sense, a 

platform upgrade is dependent upon which platform the website is currently built on.  

 

For some platforms, such as Sitefinity, our developers can work with Sitefinity to upgrade your site to 

the current version. The implementation costs are based upon the actual amount of time required; and 

we would also need to ensure that your software license is up-to-date. 

 

For some other platforms, such as iDev, a complete upgrade to the latest version is somewhat more 

complex and may require a full redesign of your website. Please speak with an Account Manager if you 

are interested in a platform upgrade for your website. 

 

Q:  What if I have a technical question that requires a conversation with your IT team or a developer? 

A:  This can certainly be arranged. Please ask the Account Manager to schedule this type of call for you. 

 

Q:  How does the estimate process work? 

A:  For standard day-to-day requests, you may check the ‘estimate’ box on the support ticket form, and 

we will provide an estimate for the updates. The time that we spend assessing and providing an 

estimate is not billed to your retainer. However, there may be cases with more complex requests where 

it will require a much more in-depth assessment by our technical team – the time utilized for preparing 

this type of complex estimate may be billable.  


