 	
	Customer Communications Marketing Intake Form



[bookmark: _GoBack]The Intake request form is focused on establishing the objective of the Customer Communication Requests. Requests are reviewed weekly by Customer Communications Leadership Team for prioritization, high level recommendations, budget/agency guidance, assignment of a Customer Communications lead, and legal approval. Please note not all fields may be applicable to your project/effort. Completed forms should be emailed back to Jackie Staley and Jessica Elkin.  


	Highlight which category applies to your request:
· Onboarding (First 90 Days)
· Customer Engagement (Promotional and Feature Marketing) 
· Corporate Approval / Copy Writing Requests (Brand, Product, Legal and other as required)
· Transactional/Trigger (My Account, Billing, Payments, Changes or Alerts)
· Service Event (Billing Update, Channel Line Up Changes, Device Swaps)

	Questions
	Information Requested

	1. Current Date
	

	2. Describe the customer experience journey in its current and desired state.
This provides an overview of the end to end customer experience, and the context incluences the messaging strategy, approach and recommended tactics outlined in this form.
	Current State:


Recommended State:

	3. Name of Requestor 
Please list the name of the day to day contact, if
different than requestor.  The day to day contact will
provide direction, timing updates, and cross functional ownership.
	

	4. Name of Project 
	

	5. What is the goal and/or desired outcome of the project?  
Please include any specific revenue, retention, customer experience (CX) goals (i.e. reduce calls, truck rolls, NPS) or response to an audit, regulatory requirements
	

	6. Describe your specific communication request including:  
· Is this a new communication or an update(s) to an existing communication?
· If existing, please attach.
· Please include message details and creative specifics
· If submitting something for Corporate Approval that contains previously approved content, please flag what is new and what has been previously approved to help expedite the process
	

	7. What is the specific customer call to action? 
If the call to action includes sending customers to a destination, what is the destination? Is the destination updated with current information? Is the destination providing the desired customer experience?  If not, when is it scheduled to be updated?
	

	8. Please highlight any tactic requests: 

	Email
	SMS*
	Mobile Push
	Service Alert
	Blue Bar
	X1 Notification*
- Additional X1 questions included below, #21-23

	Letter
	Postcard/Direct Mail
	Ad Page
	Educational Video
	Bill Insert
	Bill Message



Please Note: Not all tactics are available for each request. The Customer Communications lead assigned to your request will provide recommendations.
*If this is an SMS or X1 Notification request, this request will need to be reviewed by the Customer Communications Governance or X1 Committee.  


	9. What is your targeted launch date?  What is driving that launch date? 

Please be specific (do not write ‘ASAP’ or ‘URGENT’) and make sure to include any testing dates needed before the go-live or customer in-home date.
	

	10. Do you have planned budget to fund this project? 

If yes, we will ask you for your departmental bill back # or Departmental Billing Code when we create an estimate.
	

	11. Which specific customers are you targeting?
Do you need a customer list pulled?

If pulling a customer list, how will the the customers be identified, i.e. rate code, SysPrin/Corp, WIP, etc.
	

	12. What is the number of impacted customers?
	

	13. Is this a trial or launch? 

If trial, is this an employee or customer trial?   
	

	14. How are the specific customers you are targeting identified in the billing system? 
	

	15. Is this data available in Timeline?
	

	16. Have any Divisional Stakeholders, including DPMOs, been involved? 

If so, who, and have they approved?
	

	17. Will there be a need for a Spanish version?

If so, can we target based on your customer list?
	

	18. Please list any existing/associated emails, communications, or landing pages that pertain to this request (microsite, FAQ page, preexisting communications of some sort, etc.)  
	

	19. Do we need to review/align to other content – associated messages/projects?

(Einstein/CSR scripts, dot com, My Account, In product messaging, retail collateral, Marketing Ops/Billing, Social, PR, Media / Owned Assets, Messaging Guidelines). 
	

	20. Has this project/program been owned by a different Business Owner in the past?  Is there an agency who had previously been tasked with this project?  
	

	Additional X1 Notification Questions

	21. Please highlight any specific X1 Channels you are interest in using: 
	Voice Command
	Screen Saver
	Tips & Tricks
	Addressable Tile
	Push Notification
	Other




	22. How long do you plan to run your message and what is driving the duration?
	

	23. If a Voice Command is being requested, is there a related media investment/commitment?
	



Please note: additional information may be required once a Creative and Technical Lead are assigned.


Intake Process Details




Typically Development Timeline Guide
Turnaround time can vary depending on level of complexity. If your request requires a faster turnaround time than the allocated window please still fill out this form. We will do our best to work with you and prioritize your request. 

	Request Type
	Examples
	Creative Development

	New communication with creative design
(typically a single tactic)
	Email, Letter, Bill Message,SMS, My Account App Push Notifications
	2-6 Weeks

	Updates to existing programs/communications
	Content changes, New design / information included
	1-3 Months

	Corporate Marcom approval for field
	Creative Approval (Product Positioning & Accuracy, Offer Coordination, and Network clearance if needed), Brand Voice Approval, Legal Approval
	3-4 Weeks

	Educational Video
	Tutorial/How to Instruction, Product feature showcase, Sizzle reel
	6-8 Weeks

	X1
	Voice Commands, Notification Message, Screen Saver, Tips & Tricks, Addressable Tile
	TBD




New Campaigns or projects that require multiple tactics can range from 1 to 4 months.  

Fill out Intake Form and upload to the Box Link included at the top of this form.


Communications team assesses form and assigns a lead.


Communications team will reach out with any questions and kick off the request.


Design and development based on the below Development Timeline Guide.


Legal approval and final review. Final asset(s) reviewed with requestor.
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