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Corporate standards overview
Introduction

South Lanarkshire Council and South Lanarkshire Leisure are committed to providing quality services which meet the needs of our customers and to achieving high standards of customer care throughout the organisation. It is a vital requirement of a modern, efficient and effective Council that it maintains excellent standards of communication, access and service delivery. In some areas, it is also a statutory duty to ensure access to information and services, e.g. for black and minority ethnic and disabled people.

In the period since it was established on 1 April 1996, a distinct identity for the Council has been developed and this requires reinforcing and promoting in all our dealings with customers to ensure that they gain a positive impression of the Council.

The importance of corporate standards

Corporate standards have an important part to play in ensuring that:-

· a positive image of the Council is promoted

· employees are aware of what is expected of them

· Services provide a quality service

· services are delivered to clear and acceptable standards

· standards of service are consistent

· equality of opportunity is promoted across all of our services through the identification and removal of barriers to help ensure that all citizens, regardless of their backgrounds, disabilities or needs, can access services

Individual Services may have developed standards to meet their own requirements. This is quite acceptable so long as the standards developed meet or exceed the minimum corporate standard. In fact, Services are encouraged to develop standards which improve on these minimum standards.

The standards will be monitored regularly to ensure that they are being met and outcomes will be reported to the Council’s Corporate Management Team, Committees and the wider public in South Lanarkshire. The monitoring data should enable Resources to meet the requirements of equality legislation in that the take-up by specific groups can be monitored.  In addition, the information gained from monitoring exercises will be used to review the standards and ensure that they remain relevant at all times.

Corporate standards summary
The following are the minimum standards recognised by the Council in its drive to meet its customers’ needs. These should be adhered to or improved on, wherever possible, by individual Resources and Services. You should ensure that any standards introduced by your Resource meet these minimum requirements.

Maintaining our image

· Wherever possible, the Council’s identity should be reinforced by use of the Council logo on all printed material, signage, etc

· Services must refer to Corporate Communications and Public Affairs for use of the Coat of Arms

· Resource specific logos are not allowed.
· Specific Service logos specific logos are only permissible with the prior approval of Resource Management Teams and Corporate Communications and Public Affairs and then the Corporate Management Team. They should always be accompanied by the Council logo

· Council logo not to be used where a partnership logo is used unless all the partners’ logos or names are included

Other communication standards

· Corporate Communications and Public Affairs to be contacted before proceeding with any information, leaflets or forms for external issue

· All public documentation must include the standard instructions to highlight that enquiries can be made to have the information supplied in another language or format

· All press and media enquiries to be referred to appropriate contact in Corporate Communications and Public Affairs after completion of the contact checklist

CCPA overview 

External documents and forms

All external items [all items viewed by the public] should be designed and published by Corporate Communications and Public Affairs (CCPA).
There are two exceptions to this: corporate stationery and documents. 
· Corporate stationery should always use the templates and shell paper provided.

· Documents or items which are viewed by the public should be passed to CCPA for printing or publication on the website.

Internal documents and forms

Resources can create internal documents themselves or can seek the assistance of CCPA in producing larger projects and campaigns.
Internal communications must meet the corporate standards.
How to get your job printed or published
The design and printing sections now work together in the production of all jobs and will have one booking system in operation by April 2007.
The graphic design service is provided as part of the central recharge and therefore carries no costs for jobs designed or pdf’d. They operate a schedule, in which space can be pre-booked. To do this you can email graphics@southlanarkshire.gov.uk.

For larger campaigns or projects you should also liaise with your Resource press officer within CCPA.

The printing service will charge your Resource for the production of artwork, photocopying and printing of all jobs. The design section will pass all jobs to printing for final production. Jobs which are straight reprints, photocopying or ordering corporate stationery can be emailed using the request form detailed below to printing@sothlanarkshire.gov.uk
Booking in a request
To book in a new job first check that content meets corporate standards, and then send it as a Word document, along with the Design and Printing job request form.(See Appendix 1). 
It is important to the flow of your job that it is, where possible, the final text which is supplied. This speeds the production of your job and allows the graphic design service to carry out more jobs rather than making alterations which could have been done prior to the job being submitted.

A separate form is required for each separate item. This is to ensure, delivery and cost code recharges are accurate to each job.

The processes on the following pages show the processes that the job will go through in producing your documents and forms.
Process one 
Getting your documents pdf’d for the external website
Discuss any large scale projects with Graphic Design or the New Media Section prior to developing  documents as there may be particular requirements to take into account.

When you are ready to book the job in:

· Check the  document meets all the corporate standards

· Check that the document or form is final text as we don’t alter any documents.
· When the job meets the corporate standards inform the Resource Intranet Coordinator.

· Send the  document along with the job request form (appendix one) to 

· graphics@southlanarkshire.gov.uk
· You should receive an acknowledgement email within 24hours. This will let you know if your job has any issues.

· You will receive an email with a PDF proof attached and asked to check that it works technically.
· You then approve the pdf or request any changes to the  bookmarks, form fields or hyperlinks.
· When approved the CCPA proof stamp will be removed. And you will be sent the finalised version for upload by your Resource Intranet Coordinator.
Process two
Getting documents printed only
You can discuss any new large scale projects with the Printing Section prior to developing content as there may be particular requirements to take into account. We recommend that you don’t confirm any launch dates until you are sure that your job will be delivered in the timescales.

All photocopying jobs will be done in the same way as below but will not involve proofs.

When you are ready to book the print job in:
· Check the  document meets all the corporate standards

· Send the  document (or hard copy for photocopying) along with the photos, logos and job request form (appendix one) to printing@southlanarkshire.gov.uk
· After March 2007 you should receive an acknowledgement email within 24hours. This will let you know if your job is progressing smoothly or has any issues.

· You will receive a fax or email with a proof attached and asked to check it carefully. This email or fax will also include estimated costs for your job. 

· You will be asked to approve the proof or request any changes. This process continues until the job is approved with no changes. There are normally only two sets of alterations on most jobs. 

· You will be asked to confirm the final quantity on the proof before your job progresses to print.

· Printing takes a minimum of five working days. This allows us to get extremely competitive prices for print which is placed externally. A job can be processed more quickly than this but will incur additional costs.

· Delivery of your job can be direct to you or you can collect from the printing section within 48hours of notification that the job is ready . Delivery is included in the price of your job. Delivery can be made to multiple addressees, to distribution companies or packaged for special runs such as Schools, Libraries or Q and A offices at an additional cost

· The cost for your job will be charged directly to your cost code or billed to an external agency or partnership if required.
Process three
Designing, printing and making a pdf of your jobs
Discuss any new large scale projects with Graphic Design or the New Media Section prior to developing content as there may be particular requirements to take into account. We recommend that you don’t confirm any launch dates until you are sure that your job will be delivered in the timescales.

Pre book any jobs into the schedule to ensure the fast turnaround of your job. We will provide a schedule which details the timescales for your job if required. We can arrange photography for you in advance of your job.
Design visuals can be done for large scale projects or branding prior to individual jobs being ready to go to print. These requests should still be booked in on the job request form.

When you are ready to book the job in:

· Check the  document meets all the corporate standards

· Check that the document or form is final text and that the text has been approved by the Manager who will see the job before final print.
· Check you have all the photography and logo to be included in your job.

· Send the  document along with the photos, logos and job request form (appendix one) to 

graphics@southlanarkshire.gov.uk
· You should receive an acknowledgement email within 24hours. This will let you know if your job is progressing smoothly or has any issues.

· You will receive an email with a pdf proof attached and asked to check it carefully. You can choose to request a hard copy at this stage instead as you will not be able to print out this pdf. This will also include estimated costs for your job. On some occasions a cost will be provided to you prior to starting the job, we do this to ensure you have the budget available to cover the cost on larger projects over £1000.
· You then approve the pdf or request any changes. This process continues until the job is approved with no changes. There are normally only two sets of alterations on most jobs. 
· You will be asked to confirm the final quantity required before your job progresses to print.
· Printing takes a minimum of 5 working days. This allows us to get extremely competitive prices for print which is placed externally. A job can be processed more quickly than this but will incur additional costs.

· Delivery of your job can be direct to you. This is included in the price of your job. Delivery can be made to multiple addressees, to distribution companies or packaged for special runs such as Schools, Libraries or QandA offices at an additional cost.
· Any pdfs requested will be made shortly after the job goes to print (see process two). Pdfs will be sent to you for approval and then a final copy sent for upload. You should always liaise with your Resource Information Coordinator regarding pdfs.
Corporate standards for documents and forms
Format
· The document must be provided in Microsoft word .

[Excel files should be reformatted as  by the Resource]

· The document should be set up as A4 (not Letter), with minimum page margins of 2cm.

· Headers or footers in a document (filename, file path etc) should be removed before the final document is sent for publishing or printing.

· Blank or unnecessary pages should be removed.

· Ensure page breaks and numbers are correct.

· A title page should be included, where appropriate, to include a black and white logo and title of the document.

· Lines used in a form as a guide for completion by hand (eg ‘Address’ followed by

dashed or solid baselines as a writing guide) should be omitted, as it is not possible to line up the electronic form fields accurately with these. Boxes should always be used.

· Leave adequate space for the expected response in an area of a form to be

completed (e.g. number of lines for an address, longer space for an email address

than a phone number etc.)

· Ensure any yes / no answers use check boxes.
Font, size and style
· Documents should use the corporate font, Arial, with body text in the corporate size 11 point.

· It is helpful if titles are in size 12-16 point, depending on type of title.

e.g Main title might be in size 16point with headings in size 14 point and subheadings in 12 point – this is a suggestion only.
· Any underline, outlines, dropped shadows etc should be removed, except for use of underline for hyperlinks
· Bold text, not block capitals, may be used for titles or to add emphasis.

· Body text should be ranged left, not justified.

· Titles and text should appear in sentence case, ie with a capital letter at the start

followed by all lower case. Initial caps should only be used for proper names.

· Ampersands should not be used, except where these form part of a brand name e.g. Marks & Spencer.
· In body text, acronyms may be used, provided the acronym is provided in brackets after the first time the name appears in full.
Use of colour and corporate logo
· Internal documents should be in black and white only, unless colour is essential to convey information in graphs or bar charts.
· Clip art or digital photography should not be included.

· The black and white South Lanarkshire Council  logo, minimum 23mm in height, should be centred at the top of the first page of the document.

· The Resource title and any service/section titles should appear centred below the

logo. These should be in title case, not all capitals, in Arial Bold, and at 10 point or 11 point maximum size. There should be no line space between the Resource and service/section.

· The document or form must have a title – this should appear below the logo and

resource information, in 11pt minimum, sentence case or title case as appropriate.
· Acronyms and ampersands should not be used in Resource/service names or

document titles.

· Note: documents should not use the council’s colour letterhead shells – these are for stationery only. It is also not appropriate to use the Executive Director title and name below the Resource name – this is intended for corporate stationery only.

Tables
· Use of tables should be kept to a minimum. It is not appropriate to create entire

documents using tables.

· In a document that includes form elements, these may be laid out in tables, but not with multiple columns – the table must read in the correct order when converted to text.

· Tables must not extend beyond page margins.

· Tables should use a single solid 0.5 point border where appropriate.
Contact information
· Standard contact information must be included for all forms and publications – this includes an email address and phone number, and an address if appropriate.
A full translation panel can be used if required by Resources.(See Appendix 2)
· A form should always include return information, but all documents and forms should also always include contact details for further information, including address, telephone and email. (See Appendix 3)
Other useful sources for helping in creating documents:
Guide to Corporate Standards

Writing Style Guide

Introduction to publishing your publications and forms on the council’s external website
Appendix 1: 
Design and Printing job request form
Appendix 2: 
Contact details for forms for the external website
Forms that will be printed only should have the s ‘in Adobe Acrobat and print it out’ removed from the statements below.
For a form with one return address

All forms should state the following at the beginning of the form:

You can complete this <insert name of form> in Adobe Acrobat and print it out, or print it and complete it by hand, using capital letters. Return the form to <insert address>.For more information or if you want this information in a different format or language, please phone < insert phone > or email < insert email address >.
For a form with multiple return addresses at the back of the form:

You can complete this <insert name of form> in Adobe Acrobat and print it out, or print it and complete it by hand, using capital letters. Return the form to <insert type of office eg Q and A or your local Social Work area office> detailed on the last page of this form.

For more information or if you want this information in a different format or language, please contact <insert type of office> (details are on the last page of this form) or email <insert email address>.
There may be some forms where there is no space to insert text. For these forms you should either put the above text on the front cover (if one exists) or create a new cover page. Remember when creating a new page to add the logo and title of the document too.

For documents
All documents should state the email and phone no contact for further information on the publication as follows:

For more information or if you want this information in a different format or language please phone <insert phone>, contact (insert address if desired)> or email <insert email address>.
Please note: the contact person for each form or document will require to know

about the availability of translation services through the web so that they can provide accurate information via the website in addition to the existing routes ( See Appendix 4).
Appendix 3:
Equal opportunities statement 

For more information or if you want this information in a different format or language, please phone <insert phone number.(and address, if required)> or email <insert email address

Equal opportunities statement and language translation panel

For more information or if you want this information in a different format or language, please phone <insert phone number.(and address, if required)> or email <insert email address>
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Appendix 4: 
What to do about equal opportunities requests for translations and alternative formats.
Access to information

The Council is committed to making sure that its information is accessible and all publications should include the following standard instruction:-

For more information or if you want this information in a different format or language, please phone

<phone no. (and address if desired)> or email <firstname.lastname@southlanarkshire.gov.uk>.

If an enquiry is received, the request should be discussed with the caller using, if necessary, the Language Line facility available through the Council switchboard. The caller might be looking for specific information on a particular service that you can assist them with. On other occasions, they might be looking for a summary of a document in another language or format such as large print, speech enabled, Braille or CD-ROM.  

Advice is available for managers from your Resource representative on the Equal Opportunity Working Group on how to provide translated material or material in other mediums as appropriate. There are some machine translation facilities available for some languages through the Council’s website.  The website also includes a Browse Aloud facility that will read information from the website to people who find it difficult to read text.

Complaints related to equal opportunities

If any customer of the Council believes that they have been treated less favourably because of their race or ethnic origin, gender, age or because they have a disability, they have a right to make a complaint using the Council’s corporate comments and complaints process. Their complaint will be dealt with in line with the agreed procedure. 

A comments and complaints leaflet is available from any Q and A or Council office, other Council facilities and the Council website.  Information on our comments and complaints process will be made available, on request, in other languages, for example in Chinese, Urdu, Punjabi and Hindi and in other formats such as large print, Braille and CD-ROM. 

