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1. CARTO



The story of CARTO

● A consultancy firm called Vizzuality started by Javier de la 
Torre and Sergio Leiva in 2008.

● CartoDB is released in 2012. The company enters the 
start-up life cycle and it is offered as freemium SaaS.

● After strong business pivoting, changing the logo and 
upgrading the UI, CartoDB rebrands to CARTO.



2. Support at CARTO



Support at CARTO

● From 2011 to 2013 support is provided by the Tech Team.

● In 2014 Support is created inside the Community Team. 

● Support is moved inside Solutions in 2015. Jorge Sanz becomes 
Support Manager.

● In 2017, the Support team has two people in US (Steph and Alex) and 
four in Spain (Oriol, Ernesto, Ramiro and Jorge). 





Support 
workflow

Support
Tool

Users and clients 
contact CARTO 
support via email.

GitHub

Support team opens 
a ticket using a 
template.

Response 
Team

Urgent issues are 
filtered and 
addressed by the 
Response Team.

Community

Issues which are not 
caused by platform 
errors are redirected 
to GIS SE.

The workflow starts with a client/user 
email, and ends with them confirming 
that the fix worked.



Key information that should be 
contained within a perfect support 
ticket:

● Support Ticket Reference
● Client/User and type of account
● Clear Steps to Reproduce
● Current and expected result
● .carto

Support ticket template



3. Response Team 



What is the Response Team?

Developers

One developer per CARTO component: 
Frontend, Backend ENGINE, Backend 
BUILDER, Infrastructure and Design.

Communications

Hand-over bi-weekly meetings and 
private Slack channel.

 2-week shifts

Developers leave their current projects 
for 2 weeks.

Reporting & sharing

Getting metrics and sharing the fixes 
with the team.











Questions?



Thanks !


