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Project Information and Frequently Asked Questions
Key Team Members
	Role
	Resource
	Email
	Cell/Office

	Account Manager
	Sharon Manderson
	sharon@smartsolutionswebdesign.net
	443.995.6805

	Project Manager
	Lisa Alexander
	lisa@smartsolutionswebdesign.net
	443.822.6500

	Website Designer
	Steven Norwood
	steven@smartsolutionswebdesign.net
	

	Client POC
	
	
	

	Alternate POC
	
	
	

	Accounts Payable
	
	
	


Roles and Responsibilities
Account Manager – The Smart Solutions Account Representative, working with the project manager and other team members will provide initial scope and costs for your project. The Smart Solutions Account Manager is responsible for briefing the project manager and website designer about your project and coordinating the project kick-off meetings. The Account Manager will monitor the overall progress of your project and review all project deliverables before they go out.
Project Manager – The Smart Solutions Project Manager will be the primary point of contact throughout your project and will be responsible for the successful planning, execution, monitoring, control and completion of your project. Project manager responsibilities include:

· Identifying, tracking managing and resolving project issues 

· Proactively disseminating project information to client and all team members
· Identifying, managing and mitigating project risk 

· Proactively managing scope to ensure that what was agreed to is delivered and of acceptable quality

· Manage and track all change requests 

· Monitor the overall schedule to ensure work is assigned and completed on time and within budget
· Quality assurance and usability testing before project completion and/or launch
Website Designer – The Smart Solutions website designer is the art director and usability interface expert on the project. Your designer will design and organize the site map and look and feel of your website, identify and arrange the different pages of your site, and ensure your key marketing messages are presented clearly.  During the design and strategy phase, the website designer will design and present your website homepage and secondary page concepts, site map, and work with you to incorporate design revisions.  When the design is complete, they deliver the assets required for development to the project manager and development team.  Website designer responsibilities include:

· Work with you to identify your needs, style preferences, and marketing goals 

· Assist with development of your site map, navigation flow, and content organization
· Think creatively to produce new ideas

· Design homepage and secondary page website concepts and revise the design concepts based on Smart Solutions internal reviews and client feedback

· Develop and organize other assets needed for development such as logos, images, graphics, and Flash
· Work closely with the project manager to monitor design schedule and costs
Developer – The Smart Solutions web developer(s) will work closely with your graphic designer and project manager to take the visual design concepts and documented project requirements and turn them into an actual functioning website. Your developer will be responsible for integrating the design into your content management system, designing database structures if necessary and building the site’s framework, stylesheet(s), online functions, etc. They will test the site as they develop to ensure it works in the popular browsers in different screen resolutions etc.
Client POC – The Client Point of Contact (POC) will be the primary contact for the Smart Solutions project team. The Client POC will be responsible for management of client resources, deliverables and feedback. The Client POC will be responsible for

· Providing timely feedback on Smart Solutions deliverables

· Final decisions regarding design, development and scope

· Acceptance and sign-off on all project deliverables

· Providing website content to Smart Solutions by the content due date 

Alternate POC – The Client Alternate POC will be knowledgeable about the website project and will work with the Smart Solutions Project Manager in the absence of the Client POC.  
Accounts Payable – Accounts Payable will receive invoices from Smart Solutions based on the payment schedule. Smart Solutions will provide a W-9 to Accounts Payable if required.
Common Questions and Answers

1. Who do I call with concerns or questions about my project?

Your Smart Solutions Project Manager will be your primary point of contact for all day to day project questions. You are always welcome to call your Account Manager at any time during the process to discuss progress, questions and/or concerns.  During the design process, you and your website designer will most likely be communicating directly to finalize your website look and feel. But in general, to ensure tasks, questions and/or concerns are properly and promptly addressed, your project manager will coordinate all communications and project tasks.
2. What does it mean when I have to approve design concepts?

Website design concepts are a “picture” of how your website will look when it is developed. Stock photo images and placeholder text are often used until final content is received. When you approve a design concept, you are approving the overall look and feel, positioning of key elements and presentation of information. Since the online version of a website is the most accurate representation, it is best to reserve changes to the subtle design elements such as colors, font style and size for development. Also during the development phase, actual text will be edited and placed on the pages.  
3. How are design concepts prepared and what if I don’t like them?
Early in the design process, the entire team will participate in a kickoff meeting.  During this meeting, we will walkthrough design questionnaires that ask for information about your style and layout preferences.  We will ask you to show us examples of websites you like and don’t like.  Based on your specific preferences and the needs of your target audience, we will prepare design concepts and deliver them to you for your review.
Website design, as with any form of artwork, is very subjective.  Good creative work does not come in a flash of inspiration as much as it comes from trial/error and collaboration.  We take the time to consider several approaches or concepts, work them through, and revise them. After presenting our concepts, we’ll ask for your comments and feedback.  Comments and collaboration are our input for revising the rough concepts into finished ones that can be used for development.  Your specific, consistent feedback will ensure we are able to deliver website designs you will be happy with at a minimal cost. 
If you don’t like the concepts presented to you, please let us know. Without honest feedback we won’t be able to create the online presence you’re looking for.  

4. Why is there a foreign language on my design concept?

Latin placeholder text is used when developing design concepts in order to get a feel for the way text and images will look and be organized on the page. When the website is developed, all placeholder text will be replaced with actual text and copy.
5. Can I speak directly to my graphic designer?

During the design process, you will be working directly with your website designer to review and revise your design concepts. It is best, however, if calls with your website designer are scheduled in advance.  This will allow your designer time to open all your design files, review your questions and be as effective and productive on the call as possible.
6. Are my project costs fixed?
Website design time is billed on an hourly basis. An estimate is provided in our initial proposal and task order based on our experience with similar projects. Prior to and during our design kick-off meeting, we gather information on preferences, style, websites you like and/or dislike and your overall website goals and objectives. Using this information we develop design concepts we think are in line with your vision. 
Once design concepts are approved and the final project scope is defined, Smart Solutions will provide a fixed cost for development.  The development costs will remain fixed unless the project scope changes and/or assumptions used to determine the estimate change. All modifications to project scope will be detailed in writing, priced separately, and agreed to by the project team prior to development and/or implementation.
At any time during the design or development phases of a project, we believe our design or development time will exceed original estimates, we will make you aware so that we can work together to determine next steps.

7. How is payment schedule determined?

An initial deposit of one half to one third the project estimate is due at project kickoff.  The remaining payments are split into equal payments and billed monthly depending on the anticipated length of your project.  Payments are calendar based and rather than milestone based.  Unless the Smart Solutions team is responsible for project delays, payments are due regardless of project and content status.  Final payment is required before website launch.  
8. What if I don’t have my original logo files?

EPS logos contain vector information which means their resolution is not determined by pixels.  As a result, an EPS can be made as large or small as necessary without compromising quality or losing design detail.  Ideally, you will be able to provide the EPS logo so it can be adjusted or edited and converted to a file format used on the web.  If you do not have the original vector logo file, we will do our best to work with whatever version you do have but will have less design flexibility with it.  Logo edits will become much more challenging as well.  In many cases, we have recreated logos for clients if they are unable to find the original. 
9. When should I start organizing content?
During the design phase, we will work with you to outline your website site map.  This site map acts as a table of contents and identifies what pages will be on your site.  Once this is approved it is best to begin content preparation as early in the process as possible.  The vast majority of project delays are due to lack of content.  
Before development begins, the Smart Solutions project manager will provide you with a project schedule.  One key milestone in this schedule is the date content is due in order to meet project launch schedules.  We balance our overall workload based on documented project schedules.  If you are late with content, it may impact delivery and overall project costs.  If you find you need help organizing or writing content, we do offer copywriting and editing services.  Please talk to your project manager as soon as possible if you think you might need help or may be at risk of missing your content deadline.
10. What if I miss my content deadline?

In order for the project team to stay focused on your project and keep to schedule, it is important that all project milestones be met.  If content is not delivered or entered into your content management system by the content delivery date agreed to by both parties, the project may be archived and an incremental restart fee of $350 will be charged when all content is delivered.  Depending on our current workload, we will do our best to restart and reschedule your project as soon as possible.  
11. How long will it take before I see results from your Search Engine Optimization (SEO) work on my site?

The time it take may vary based on upon factors such link popularity (how many web pages have links to your website in it), how new the website is and the number of websites competing for the same keyword phrases.  It might take up to 8 weeks or more before a site is indexed.  Search engine optimization is an ongoing process and it may take months or more before peak positioning is achieved.  And, even then, it must be maintained. 
12. What is “above the fold”?
“Above the fold” is a website or graphic design concept that refers to the portions of a webpage that can be visible without scrolling.   It is important to note that, due to the differences in screen sizes and resolutions, this content area may vary greatly between computers.  We do our best to make sure the most engaging messages on your site are “above the fold” for most users with a maximized browser window in a non-mobile viewing environment.  We will also deliver your design concepts to you in a web browser so you can get a general idea of where content will display on the page once the actual website is built. 
13. What is the website warranty period?

After final project delivery, any programming issues that do not function to the specifications listed in the project scope or design documents delivered and are discovered within a 60 day warranty period will be resolved free of charge.  This does not include problems or errors caused by hosting companies and/or software, new browser releases, and or operating system upgrades.  With the exception of content edits, if the website framework, application programming or technical architecture is modified, the warranty may be considered null and void.  Beyond 60 days, Smart Solutions may in its discretion charge hourly to troubleshoot, debug, and fix website errors.
14. What support and maintenance options are available to me after my website is launched?
For the first 10 business days after site launch, we provide free phone and email support to answer basic questions regarding website strategy, marketing, and content.  This includes up to 2 hours of simple content and/or image edits and additional online content management system training.  For support beyond 10 business days, talk to us about our “as needed” or customized maintenance plans.
15. During development, what if my site is broken on your development server?

As soon as we have your home page developed, we will provide you with a link to access your site on our development server so you can review progress and provide feedback. Until we reach the final acceptance testing period, please remember your website is a work in progress.  If you see inconsistencies and/or errors (especially during the early stages of development) do not be concerned. Before your website is launched, it will be thoroughly tested and function correctly.
Resources

Stock Photo Websites
The following websites are resources for stock photo selection and purchase. When searching for images, you should look for those that are “Royalty Free”. Jupiter and Getty can be a bit more expensive but have a great selection.

· www.dreamstime.com
· www.gettyimages.com
· www.istock.com
· www.jupiterimages.com
Font Websites
Web safe fonts will be used for the copy on your website. However, sometimes more creative and/or “fancy” fonts are desired to overlay images or to be used as headings on a page. The following websites are good resources to experiment with different font options.

· www.myfonts.com
· www.fonts.com
· www.urbanfonts.com 
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