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COLLEGE @iy Service Request Procedures

Design
Note: Italics identify steps involving departments other than Marketing and Communications.

1. Determine whether design project is tier 1, 2, or 3. (Please consult the Marketing and Communications Project
Tiers document.) If tier 1, proceed to Step 2. If tier 2, proceed to Step 7. If tier 3, Marketing and Communications
involvement is not necessary.

Tier1

2. By email, schedule a consultation meeting with the Director of Communications to discuss the design project.
Email should include:

e Basic description of design project, including where it will be implemented (e.g., social media, email, signage,
etc.)

e Explanation of purpose of project and intended audience

e Any relevant specifications—such as size, dimensions, colors, images, etc.

3. Director of Communications responds to email within 24 hours to confirm meeting date and time.

4. At the consultation meeting, the Director of Communications and requesting department will discuss the needs
for the design project, including:

e Division of responsibilities

e Timeline, including deadline for completion

e Selection of graphic designer, if applicable

e Note that the level of involvement of the Marketing and Communications department is up to the discretion
of the Director of Communications

5. For lengthy projects, the Director of Communications will provide regular updates on the project by email to the
requesting department.

6. After completion of the project, the Director of Communications updates tracking log with submission date,
promised completion date, and actual completion date.

Tier 2

7. Select one of the college’s contracted graphic designers. (Consult design guidelines document on website for list
of designers.)

8. Consult with selected graphic designer:

e Provide as much information up front as possible.
e Notify designer of deadline and obtain assurance it will be met. (Note: it is best to establish a deadline in
advance of the event or date for which the design project is needed, as multiple drafts might be needed.)

9. Email proof copy of design to Director of Communications for final approval.
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10.

11.

12.

13.

14,

Tier 3

Director of Communications identifies needed revisions, if any, and sends them to requesting department by
email. For simple design projects, the response will be provided within 24 hours. For more complex projects, the
Director of Communications will respond within 24 hours to provide a guaranteed turn-around time.

Have graphic designer implement revisions and email updated version to Director of Communications.

Director of Communications ensures that all revisions have been implemented and emails confirmation to
requesting department. Note: no additional revisions should be made after this point, beyond those that were
already identified, unless the graphic designer failed to make a one of the requested revisions from step 10.

Requesting department confirms final version with graphic designer.

Requesting department notifies Director of Communications if graphic designer fails to meet deadline.

Tier 3 projects do not require Marketing and Communications involvement. However, if oversight is desired,
departments should follow either the Tier 1 process or the Tier 2 process above, according to their preference.
If departments fail to follow design or writing and style guidelines, the Director of Communications will provide
feedback.

Photography

Note: /talics identify steps involving departments other than Marketing and Communications.

1.

Submit request for photography services by email to Director of Communications. Request should include:
e Description of event or activity for which photographer is needed

e Date and time services are needed

e Number of photos needed

e Explanation of kind of shots that are desired, if any

Director of Communications determines whether project will require in-house photography or contracting an
outside professional.

Director of Communications confirms receipt of request within 24 hours. If in-house, provide a guaranteed
completion date or coverage of event. If contracting an outside professional, provide requesting department
with contact information for suggested photographers.

After in-house photography services are completed, Director of Communications reviews photos and sends
approved versions to requesting department by deadline.

After outside professional photography services are completed, requesting department sends photos to Director
of Communications.

Director of Communications archives photos and, if necessary, provides feedback if design guidelines were not
followed.
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7. Director of Communication updates tracking log with submission date, promised completion date, and actual
completion date.

Proofing and Editing

Note: Italics identify steps involving departments other than Marketing and Communications.

1. Submit request for proofing and editing services by email to Director of Communications.
e Request should be submitted as far in advance as possible to ensure sufficient time for completion.
e Request must include material to be proofed/edited, description of the purpose of the material, and date by
which the proofed/edited copy is needed.
e [f Director of Communications is out of office for extended period, submit request by email to Marketing and
Social Media Manager.

2. Director of Communications confirms receipt of request within 24 hours, including promised completion date
for proofing and editing.
e For documents of 500 words or less, proofing and editing services typically will be completed within 24
hours of original submission. If that is not possible or for longer documents, turnaround time will depend on
length and complexity.

3. Director of Communications returns proofed/edited document by completion date.

4. Director of Communication updates tracking log with submission date, promised completion date, and actual
completion date.

Social Media
Note: /talics identify steps involving departments other than Marketing and Communications.

1. Marketing and Social Media Manager meets with other departments to determine quarterly social media needs
e (Quarters are based on academic year: Aug — Oct, Nov — Jan, Feb — Apr, May — Jul
e Must meet at least one month prior to upcoming quarter: Jul 1, Oct 1, Jan 1, and Apr 1

2. Marketing and Social Media Manager incorporates social media requests into quarterly social media plan
e Plan will include:
o Calendar of social media communications for the entire quarter.
o Schedule of posts that includes social media channels, copy, and scheduled dates and times.
o To the extent possible, a brief description of visual media to be used in the posts, or an identification of
the planned source of visual media.
e Plan will be uploaded to the Marketing and Communications department’s SharePoint site.

3. Marketing and Communications department reviews quarterly social media plan.
e Review will be conducted at least two weeks prior to beginning of upcoming quarter.
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e Review intended to ensure that plan is aligned with the college’s marketing and communications strategy
and effectively integrated with its annual marketing and communications plan.

4. Marketing and Social Media Manager solicits final feedback from other departments.
e Feedback is optional.
o Feedback will be provided during week leading up to new quarter
o Feedback will be shared through comments on the SharePoint site.

5. Marketing and Social Media Manager schedules social media posts through Hootsuite.

6. Marketing and Communications department conducts weekly reviews.
e Reviews will be conducted on a weekly basis of posts scheduled for subsequent weeks.
e Allimages or videos created during the quarter will be reviewed by at least two members of the department
prior to being added to scheduled posts.

7. Other departments submit ad hoc requests for social media services during the quarter.
e As much as possible, departments should submit social media requests during the quarterly social media
planning process rather than on an ad hoc basis.
e Ad hoc requests should be submitted as early as possible to ensure sufficient time for implementation.

Video

Note: Italics identify steps involving departments other than Marketing and Communications.

1. Submit request for video services by email to Director of Communications. Request should include:
e Description of event or activity for which video is needed
e Date and time services are needed
e Number of videos needed
e Approximate length of videos needed
e Explanation of kind of video that is desired, if any

2. Director of Communications determines whether project will require in-house video services or contracting an
outside professional.

3. Director of Communications confirms receipt of request within 24 hours. If in-house, provide a guaranteed
completion date. If contracting an outside professional, inform requesting department that video services are
being arranged and an update will be provided as soon as one is available.

4. For projects requiring outside professional, Director of Communications contacts professional videographer and
arranges services.

5. Director of Communications provides confirmation that project can be completed and any relevant details to
requesting department.

6. After video services are completed, Director of Communications reviews videos and sends approved versions to
requesting department by deadline.
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7. Director of Communication updates tracking log with submission date, promised completion date, and actual
completion date.
Website Changes
Note:
e For non-urgent updates to the website, departments should wait until the next quarterly website check to
submit an update to the Marketing and Communications department.
e Italics identify steps involving departments other than Marketing and Communications.
1. Submit request for website content update by email to Marketing and Social Media Manager.
e Request should be submitted as far in advance as possible to ensure sufficient time for completion.
e |f Marketing and Social Media Manager is out of office for extended period, submit request by email to
Director of Communications.
e Request must include:
o URL of where original content is located
o Detailed description of the change
o Reason for the change
o Parameters from governmental or other external agencies that apply to changes (e.g., content
requirements, location requirements of content on website)
o If specific copy (written content) is needed, the department making the request should submit the copy
along with the original email.
o Alist of other locations (URLs) that will be affected by this update
2. Submit request for a new website page by email to Marketing and Social Media Manager.
e Request should be submitted as far in advance as possible to ensure sufficient time for completion.
e If Marketing and Social Media Manager is out of office for extended period, submit request by email to
Director of Communications.
e Request must include:
o Where exactly on the website this page should be located
o Detailed description of the page’s design, objective, and audience
o Reason for the page addition and any hard deadlines
o Creative elements to be included (e.g., photos, video, existing copy, buttons, drop-downs, links)
o If specific copy (written content) is needed, the department making the request should submit the copy
along with the original email.
o Alist of other locations (URLs) that need to link to this page.
3. Marketing and Social Media Manager confirms receipt of request as soon as possible, including promised
completion date for website update.
e For minor revisions, updates typically will be completed within 24 hours. For more substantial revisions,
turnaround time will depend on length and complexity.
4. Once update has been completed, Marketing and Social Media Manager sends notification email to department

that requested update.
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5. Marketing and Social Media Manager updates tracking log with submission date, promised completion date, and
actual completion date.
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