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“86% of buyers will pay more for 
a better experience”

Introduction: Prioritize experience

Your website is often the first interaction a potential customer has with your brand. So it’s critical 

that the elements of your website’s performance, such as speed, CRM integration, automation, 

personalization and mobile responsiveness are seamless and optimized—and it’s never been more 

important to get it right. In fact, by next year, customer experience will overtake price and product as 

the key brand differentiator, and 86% of buyers will pay more for a better experience, according to a 

Walker study. 

So what happens when your website takes too long to load or isn’t mobile responsive? Simply put, 

your potential customer may become your competitor’s. 

That scenario is avoidable with a superior, highly customizable content management framework (CMF) 

like Drupal paired with a hosting cloud solution that has the experience and knowledge to leverage 

Drupal’s unique functionality. Because of its highly flexible, open-source nature, Drupal is a valuable 

tool for any company in any industry, from government agencies to publishers and retailers. And while 

deploying Drupal is potentially more complex than “out of the box” content management frameworks, 

the opportunity to customize it makes the initial hurdle worth it. 

Plus, not only is there a dedicated coding community that consistently works to improve Drupal, 

adding new modules that support content, compliance, integration and other needs, but the right 

hosting cloud solutions can help companies maximize the benefits that this dynamic framework has to 

offer. 

Whether you are already using Drupal and looking to optimize it for an improved customer experience, 

or if you are exploring new content management systems for your website, this ebook will guide you 

on your journey. You’ll learn how to use Drupal’s flexible, customizable framework to improve customer 

experience, and why selecting the right hosting partner critical to your success. The ebook will also 

explore the elements of online customer experience that spur engagement, and how you can apply 

them to maximize your site performance and effectiveness.

https://www.walkerinfo.com/knowledge-center/featured-research-reports/customers-2020-a-progress-report
https://www.drupal.org/community
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Section 1: Assess customer needs and 
expectations of your site

“There is nothing more frustrating to a website visitor than a site that doesn’t load immediately. With limited 

attention spans and only a small window of time to capture a user’s attention, visitors will leave your site if they 

can’t find the information they need quickly, or perform their desired transaction immediately.”  

— Elizabeth Clor, Chief Marketing Office, Contegix

Whether you are looking to move to Drupal or optimize your existing Drupal site, you need to start 

with the business requirements. Make sure you understand the primary and secondary goals of your 

website, how your customers interact with it through various channels and touchpoints, and the kind of 

customer experience you aim to deliver. If you haven’t done so already, conduct customer interviews to 

better understand their needs, and survey your website visitors about their experience on your site.

Acquiring new customers is expensive—in fact, it can cost five to 25 times more to secure a new 

customer than retain an existing one. But retention takes work. For one, your customers expect your 

site—even via mobile—to load within 3 seconds. If it takes longer than that, DoubleClick by Google 

found that more than half (53%) of mobile visitors will abandon your page, which means lost sales 

opportunities. Even a one-second delay could add up to a 7% reduction in conversation rates. 

Assessing your current performance and customer experience will be the first step to help you 

determine whether your current tools are meeting your needs (and the needs of your customers), or if 

it’s time to explore something new that will maximize your site’s potential.

There are a number of key considerations, but the most critical questions are how heavily your 

company relies on e-commerce, what would happen if your site were to crash, and whether or not 

you’re ready to make an investment towards optimizing your site performance.  

https://opensenselabs.com/blog/articles/performance-optimisation-drupal-website
https://opensenselabs.com/blog/articles/performance-optimisation-drupal-website
https://blog.hubspot.com/marketing/page-load-time-conversion-rates
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Questions to consider before investing in Drupal and a partner to manage  
and optimize that environment:

Do your customers’ journeys typically start on mobile?

If so, you’ll want to ensure that your site is optimized for a seamless mobile experience that loads 
quickly and provides easy-to-click navigation—no one wants to zoom in on a tiny button.

Is your audience international?

To ensure your customers can experience your brand in their native language, you’ll need a content 
management framework that can provide accurate translation services. 

Do you use—or plan to use—customized modules?

If you want your site to have a unique look and feel—for example, interactive tiles that uncover 
content when clicked—you’ll need to build your own modules. Not every content management 
framework offers this capability, however. You’ll need a CMF that supports extensive customization.

Do you rely heavily on video and imagery?

Multimedia content takes longer to load than text, so it’s critical to use a content management 
framework that can handle the load without forfeiting speed, and offers caching features, which allow 
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Section 2: Determine your site’s performance  
and compliance requirements

Customer Spotlight  
The Background: Recently, a nationally 

known public health organization worked 

with Contegix in the lead up to a national 

ad campaign launch. They were planning to 

run a TV ad during the 60th Annual Grammy 

Awards, and decided to dedicate additional 

resources to prepare for a traffic surge. The 

organization needed their managing services 

provider that has Drupal expertise, which is 

their CMF. 

The Results: The organization’s pages went 

live leading up to the awards show, and the 

ad debuted during the broadcast. The ad 

triggered over six times the normal traffic 

seen on the site, and the cloud services 

provider spun up additional web heads to 

counter the traffic demands from higher than 

expected engagement during that buy. They 

also actively monitored the environment 

during the event in case any unexpected 

issues bubbled up. Ultimately, there were no 

drops in up-time. 

“We were able to establish a reliable, 

scalable, and more cost-effective 

environment. Our mission is too important 

to be let down by poor performance and 

lack of support. It’s extremely hard to find 

a cloud service provider that offers all of 

these services, knowledge, and level of 

commitment to us and our customers’ 

satisfaction.”  — Chief Information Officer

“Companies should be prepared to deal with 

the so-called ‘Oprah effect.’ If their site gets 

mentioned on the Oprah show, or elsewhere, it’s 

going to blow up and it’s going to get hammered 

with traffic. Is your site prepared to handle that 

increased traffic, handle those new users, the 

new visitors? Because if not, you need a new 

content framework and a hosting partner with 

the experience and the technical expertise to 

develop and design the site environment to be 

able to handle the unexpected traffic events.” 

— Partha Teerdhala, CTO, Contegix

If you aren’t currently using Drupal, there are 
a number of considerations to keep in mind. 
It’s important to evaluate your current usage, 
capabilities, and challenges to identify any gaps 
in what your existing platform offers. The more 
complex your needs are, the more likely you are to 
need a CMF and cloud solution partner that can 
accommodate these needs and be flexible as they 
evolve.
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Section 2: Determine your site’s performance  
and compliance requirements
Questions to consider before implementing a new CMF and cloud solution partner:

How many sites/pages do you currently host or are looking to host? 
If you’re looking to scale up your site, the CMF tool you used in your company’s early days may not 

be able to keep up with your growing needs. A flexible CMF paired with a powerful cloud solution 

partner, meanwhile, can grow with your business, enabling you to create new modules or experiences 

as necessary. 

What are your average monthly page views and how many transactions per month do you need to 
support? 
You can’t afford to have your site crash on a regular day, let alone during your biggest sale of the 

year. Increasing monthly page views and transactions are great for your business, but if your CMF and 

hosting cloud solution can’t handle heavy traffic, you’re in trouble.

Are there compliance requirements that you need to adhere to?  
Depending on the industry you’re in, you may need to demonstrate compliance with key regulations. 

Choose a CMF with modules that help ensure compliance with common regulations, such as GDPR 

and a hosting cloud solution that can maximize these capabilities.

Will you need to integrate with other technologies, such as a CRM system?
If your business relies on e-commerce, chances are you’ll want your site to integrate with a CRM 

system to help track sales, identify retargeting and remarketing opportunities, and keep a record 

of any customer service interactions. And you’ll want to select a CMF that easily connects with the 

leading CRM providers. 

Will you need any IT management assistance? 
If you don’t have a full IT team on deck, or perhaps you have one that is engaged in projects other 

than site performance, you’ll want outside support. Select a CMF that has a community of experts 

around it, so you have no trouble finding a hosting partner to take some performance monitoring off 

your hands, allowing your team to focus on other priorities. 



Solution: Optimization, Preparation and Caching
Drupal-optimized hosts provide pre-installed Drupal server tools that help website owners 
improve their site speed and performance. These tools can prepare sites for traffic surges 
by, for example, running crash tests to determine whether a traffic surge may cause load 
latency or worse, an outage. 

Drupal hosts can also help website owners implement image optimization, preserving 
the correct sizing and formatting of the images, without hurting load time. And, Drupal 
supports multiple caching features, which allow browsers to temporarily store web pages 
to improve loading times for repeat visitors. And here’s a bonus: by improving your site’s 
load time, you can improve your SEO ranking as well.

1

Drupal is not a one-size-fits-all solution. Rather, it is a flexible, highly-dynamic content management 

framework that can adapt to meet your site’s needs and deliver the best customer experience possible 

to end users.

Below are just a few key areas of experience that Drupal can improve:

Challenge: Speed
Users abandon sites that don’t load within three seconds, so speed is a major determining 
factor in site success. Plus, images and video content can have a big impact on the total 
loading time of a webpage—the more multimedia content, the longer a site can take to 
fully open. 
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Section 3: Customize Drupal with advanced features

https://searchengineland.com/google-speed-update-page-speed-will-become-ranking-factor-mobile-search-289904


Challenge: Mobile Responsiveness
Consumers may want to access your site on their mobile devices and if that experience 
isn’t seamless, they’ll go to your competitors. 3

4 Challenge: Multiple Languages
Your customers are international, and want to access your site in their own language.

Challenge: Customization 
Your website shouldn’t look like a cookie-cutter destination. It should be unique, and 
represent your brand in a way that suits your needs.

Solution: Customizable Extensions and Strategic Partnerships
With tens of thousands of extensions and add-ons available, Drupal is one of the most 
customizable and robust frameworks available. Your team can change almost anything, 
including the colors of the site, the layout, and the functionality, as well as add new 
features. 

Just one example? Drupal 8, the latest iteration of Drupal, offers a Twig Template Engine 
feature, which uses a structure that divides the logic from the display, making it easier for 
template developers to configure content blocks and customize how they appear on a site. 

Although customizations have the potential to impact the speed and the availability of the 
Drupal environment, a hosting cloud solution can help ensure that performance doesn’t 
suffer. The hosting partner can test all the customizations on the backend, before the code 
goes live, and even work with outside developer agencies or digital design agencies to 
ensure that any unique design elements don’t hurt performance.   

2

Solution: Mobile-First Architecture
Drupal 8 has a mobile-first architecture, so you can be confident that your site will load 
and perform just as effectively on a smartphone as it will on a desktop, ensuring that the 
customer experience isn’t jeopardized.

Solution: Advanced Translation Capabilities
Drupal 8 offers powerful and accurate translation tools. Drupal’s Localization Update 
module can automatically retrieve translations and present company’s websites in local 
languages, depending on the primary language in the region. For Drupal 6 and 7, the 
Localization Update module is a contributed module, but for Drupal 8, it is part of the core. 

In addition to Drupal’s own translation tools, Drupal offers integrations with third-party 
translation services. This localization ensures that international customers can engage 
with your company’s website in their native language, which provides them with a more 
personalized and familiar user experience.

9© 2019 Contegix, All rights reserved.

Section 3: Customize Drupal with advanced features



“One of our largest customer segments is the government, 

so we have one of the only FedRAMP certified clouds in the 

industry. There’s a very long list of certifications that federal 

agencies have to go through before a vendor is able to host 

their sites, but we’re able to host them thanks to our pre-

certified cloud. Contegix has taken on the responsibility of 

pre-certifying our infrastructure, so that when government 

agencies need someplace to host their Drupal environment, 

they can skip security and compliance review, because we’ve 

already taken care of that for them.” 

— Partha Teerdhala, CTO, Contegix

Challenge: Testing
You need to proactively ensure your site is working, and catch bugs before your customers 
do.

Solution: Automated  Testing Across Layers
Drupal 8 offers various automated testing options to ensure that the core 
framework is operating as it should. Testing can be done in different layers 
in order to confirm the quality reaction of the code including: 

• Unit tests, where individual components of code are tested to validate 
that each unit of the software works as designed.

• Kernel tests, which are meant to verify the function of the Linux kernel. 

• Functional tests that verify that each function of the software application 
operates in conformance with the requirement specification.

1

In addition to making the site experience better for your customers, the combination of Drupal and 
the right cloud solution can strengthen your framework and performance on the backend as well, 
taking some of the burden off of your internal IT and developer teams.

These are a handful of the functions and processes that Drupal can simplify:
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Section 4: Improve your site’s framework



Challenge: Compliance 
Regulation compliance is critical regarding of what industry your business is in, but if 
you’re in a field that’s particularly scrutinized, like healthcare, you’ll need to be certain that 
your content management framework is designed to support your security and compliance 
requirements, such as adhering to HIPAA.

Challenge: Monitoring
You’ll want to keep track of your site’s health and automatically check for updates.

Challenge: CRM Integration
It’s crucial to keep track of customer contact information such as email, telephone, website, 
social media profile, and more data points that you collect through your site. 

2

3

4

Solution: Secure Modules and Identify Protection
Just a few of Drupal’s security module capabilities include:

• Enabling IP anonymization for users

• Auditing data for PII (personally identifiable information)

• Auditing collections of pseudonymous identifiers

• Building opt-in/out capabilities for site subscriptions or other data storage

• Updating contract, privacy policy on the website

And with Drupal 8’s compliance modules, you can ensure that your website is integrated 
with auditing modules for security, performance, or a general review, should your 
compliance ever be called into question. A hosting cloud solution can help ensure that the 
right Drupal modules are incorporated into your website, depending on your industry’s 
specific site needs.

Solution: Proactive Update and De-Bugging Modules
Drupal offers a number of modules and services designed to help with monitoring the 
health and status of Drupal sites, including Drop Guard, which enables automatic Drupal 
updates with no disruption to site performance and Drupal Monitor, which automatically 
tracks over 30 Drupal functions, informing you immediately when something is wrong with 
your website.

A hosting partner can play an important role in monitoring as well, tracking not only 
for general updates and bugs, but also keeping a close eye on specific application 
performance, reporting back to the client, and making changes to improve the experience.

Solution: Collaboration with Top Providers
Drupal 8 integrates with some of the top CRM solutions, including Salesforce, SugarCRM 
and RedHen CRM to provide the most personalized experience possible to consumers on 
the front end, while storing and reporting engagement information back to site owners on 
the backend.
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Section 4: Improve your site’s framework
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Section 5: Assemble the right team
Once you have the tools to create a seamless, 

engaging user experience, you need a team 

with the skills to build and maintain it. But what 

exactly should that look like? First, you’ll need 

to identify team members who can build, design 

and write code for the site. But a well-developed 

site is only as good as its performance and 

optimization strategy. If your site is delayed or 

doesn’t load properly, it can negatively impact a 

user’s experience. You’ll need a hosting partner 

or cloud solution provider can help your team 

deliver fast and reliable site experiences, so users 

will keep coming back for more.

1) The Site Builder 

The site builder is the first link in the chain when creating a Drupal site. This team member installs Drupal, 

configures modules and lays the groundwork for a site that meets the needs of your business. 

A successful site builder is:

• Business-minded: Understands the needs and goals of the business 

• Willing to learn: Stays informed and keeps up with changing content management framework

• A Problem solver: Understands how to construct a drupal site successfully

• Forward thinking: Thinks critically about how the site will evolve over time 

2) The Designer 

The designer provides creative direction for the site, transforming your organization’s functional needs into a site or 

application that looks nice and is easy to use. 

A successful designer is:

• A brand ambassador: Knows your brand’s image and style, and can incorporate it on each page of the site 

• Up-to-date on trends: Understands the latest design software

• A relationship builder: Listens and communicates with business stakeholders

• A UX expert: Thinks about how users will experience and respond to the site

• Multilingual: Savvy in different programming languages

Team Member Breakdown:
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Section 5: Assemble the right team

3) The Themer

The themer takes the designer’s plans and sketches and brings them to life. S/he is responsible for writing the code 

that makes your website perform efficiently.

A successful themer is:

• Multilingual: Knows coding languages

• A UX expert: Understands the user experience, and is committed to making it better

• A wealth of Knowledge: Understands basic + advanced drupal (layouts, navigation, lists, images, media, 
coding, consoles and version controlling)

• Detail oriented: Catches site snags and glitches 

4) The Developer 

The developer is writing the code that makes your site or application function, and also controls the speed and 

performance of your site. 

A successful developer is:

• Multilingual: Can decipher programming languages and understands databases

• An Architect: Understands server architecture (Drupal 8 requires computer science skills) and has 
advanced skills like Drupal 7/8 module development, API development, configuration management and 
deployment, version controls, testing and coding standards

• A Confident Decision-maker: More than any other role, the developer will need to identify the best 
approach for Drupal solutions.

Team Member Breakdown:
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Section 5: Assemble the right team

5) The DevOps Lead 

The DevOps lead drives collaboration between engineering and operations, incorporating concepts from the other 

roles and managing ideas through each stage of development to production.

A successful devOps lead is:

• Efficiency-driven: Automates workflows and accelerates production

• Infrastructure savvy: Knows tools like Chef, Puppet, Ansible

• Able to see the big picture: Leads the network design of all site stages from planning to testing and knows 
how objectives connect

• A Leader: Establishes and manages processes and procedures, configuration identification and change 
control

6) The Hosting Partner

The cloud solutions provider ensures every aspect of your Drupal environment is set up and monitored properly. 

This partner should be able to offer solutions on both the public and private cloud. The hosting partner also takes 

care of any infrastructure-related needs so your team can focus on what they do best: write code and create a great 

user experience.

Team Member Breakdown:

“Customers choose to work with us at Contegix 
because they need more than website hosting. 
They have complex requirements for security, 
speed, compliance, integrations, and mobile 
responsiveness, and they need a cloud provider 
who understands their specific application 
demands to deliver a tailored solution.”

-Solomon Gifford, Manager of System Operations  



Once you build out your team, you will be ready to choose a hosting partner. The relationship 

between hosting partner and Drupal team is not one-size-fits-all. Instead, it is largely dependent on 

your specific needs. 

You can begin to identify those needs by determining what additional expertise you’ll need to build a 

successful Drupal site.

Ask yourself:

• What knowledge gaps currently exist? 

• What expertise do you wish you had?

• Where do you fall short on resources?

Then, consider your hosting options and choose a hosting partner that will serve as an extension of 

your team by providing expertise you don’t already have.

How Much Support Do You Actually Need? 

A hosting partner’s level of involvement will vary depending on your company’s specific needs. 

The right partner will be able to offer tailored services and customizable solutions based on these 

requirements.
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Section 6: Find the right partner

Managed Services 
Offers standard set-up 

assistance, minor content 

changes and meets basic 

monitoring needs. 

Advisory Services 

Provides a designated 

engineering team to assist 

in launches and advanced 

performance monitoring 

capabilities.

Extension of 
your team 

Offers customized solutions 

based on your team’s needs. 

Expertise might include:  

- Content Delivery Network 

- Integration of third party 

   services 

- Deployment automation



Section 6: Find the right partner
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The right partner offers the following services:

 ✔ Advisory services on Drupal performance tuning 

 ✔ FedRAMP, HIPAA, and PCI DSS authorization

 ✔ Host and support on multiple CMS platforms

 ✔ Full SSH root access and OS control

 ✔ Drupal site migration assistance

 ✔ Customizable Workflow and DevOps Tools

 ✔ A custom Platform as a Service (PaaS)

Areas of Expertise:

Once you determine your team’s needs, you’ll 

need to find a partner that can deliver. So what 

exactly does that look like? First and foremost, 

the right hosting partner will need to serve as 

a knowledge-base for all things Drupal. Your 

partner should be up-to-date on the most recent 

Drupal updates, and serve as an extension of 

your Drupal application management team. 

The right hosting partner will also offer customer 

service and customized solutions that empower 

your Drupal team to be productive and develop 

a site that meets the needs of your customers. 

You should also ensure that your hosting partner 

is well-versed in compliance, and can provide 

you with a secure cloud environment that meets 

industry standards and regulations. 
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Conclusion

Conclusion: Leave Customers Wanting More

As more brands find ways to improve the customer experience, you need to make sure your site 

stays competitive by offering a user-friendly site experience that delights customers and impacts your 

business’ bottom line. 

By understanding what your customers are looking for and building a Drupal team that can deliver an 

effective user experience, you will be well-positioned to meet the changing demands of your growing 

customer base. Keep your team focused on delivering customer needs and wants while your cloud 

solution partner ensures a quick, seamless, digital experience. 
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About Contegix

Visit contegix.com

Call 877.289.0395

E-mail sales@contegix.com

Our Story

Your digital applications power your business. 

Customers and employees expect you to 

deliver user-friendly, fast, and delightful digital 

experiences. At Contegix, we understand how 

critical these apps and the underlying cloud 

infrastructure are to your success. You need to 

move quickly, and you can’t afford to worry about 

maintenance, upgrades, downtime, and other 

system issues. That’s why we built our business.

Contegix was founded in 2002 as Atlassian’s 

primary hosting partner and added consulting 

services to help Atlassian customers customize 

their toolsets. From there, we expanded our 

capabilities to support content management 

systems (CMS), and through our BlackMesh 

heritage, we have been managing a multitude 

of mission critical and highly trafficked websites 

in the world for the last 16 years. We also added 

extensive Service Desk capabilities, extending 

support to your end users, ensuring a great 

experience.

BlackMesh Platform by Contegix
Contegix specializes in customizing Drupal 

environments on its BlackMesh platform. In 

addition to its existing Concierge level services 

which include performance tuning, FedRAMP, 

HIPAA, and PCI DSS authorization, security scans, 

nightly backups, platform monitoring and 24x7 

support, Contegix recently launched Advisor 

level services. The Advisor offering includes all 

Concierge services and also provides access to a 

designated team of engineers who are focused 

on continuously refining the customer’s CMS 

cloud solution. Additionally, Advisor services 

include customized performance optimization, 

advanced application monitoring, and bi-weekly 

team meetings with a client delivery manager. In 

this way, Contegix becomes an extension of your 

Drupal team.


