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1. How to Request Communication Services 

When communicating about your request it's important to be clear and concise.  

• First, please complete the communications request form. Once complete, the Communications 
Manager will receive an email. 

o Be clear about your timeline and any deadlines 
o Be open to suggestions, including alternative approaches. The Communications team 

brings expertise and a toolkit of ideas, streamlined solutions, and creative ways to 
communicate information. 
 

2. Media Relations Guidelines 

If you receive a message or inquiry from a member of the media, it is crucial that you promptly inform 
the Communications Manager.  

• Media inquiries must be forwarded to the Communications Manager within 24 hours of 
receiving them. Please do not respond directly to press. The Communications Manager will 
guide the next steps. 

• The Communications Manager is responsible for assisting staff with developing media strategies 
for projects and announcements, with final approval by the Department Director and the 
Mayor’s Office.  

• The Communications Manager is responsible for drafting and distributing press releases; 
pitching stories; and coordinating responses to media inquiries, including staff interviews. 
 

3. Communications Planning  

The Communications Manager collaborates with staff to communicate SHR’s story through various 
channels such as media, presentations, LinkedIn, external websites, and other mediums – while 
managing SHR’s brand.  

• A successful communications strategy hinges on meticulous planning and execution by all 
parties involved, although unforeseen circumstances may impact implementation. 

• When you begin work on any project that may require communications support (such as an 
event, report, new policy, training, or a rollout) it is imperative that you engage the 
Communications Manager as early as possible. The Communications team is a crucial partner 
every step of the way, especially when it’s time to issue a message, launch a project, roll out a 
policy, or host an event, etc. 

• Careful communications planning can help ensure SHR’s work has the far and meaningful reach 
it deserves across the City. 
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4. General Writing Support 

 
• The Communications Manager can help with editing and revising written material, such as a 

memo, report, article, email, etc., to ensure language accessibility, clarity, and other elements 
such as tone and accuracy.  

• Provide a first draft editable document for review. Consider whether the communication is 
proactive, which refers to communicating in advance to inform others of important information, 
or a reactive message, which typically takes place after the fact and is responding to a situation.  

• When drafting copy, be sure to consult writing and branding resources, including City branding 
and guidelines, SHR Style Manual, and AP Stylebook. 
 

5. Communications Project Timelines 

We want your project to be a success. To achieve this, we request sufficient time for concept 
development, editing, design, and review. Here are some standards: 

• Start with your deadline or event date and work back. Build in a cushion for the unexpected. If 
you are working on a tight timeline, remain flexible and open to negotiation. 

• Be clear about any dependencies or factors that could impact the timeline, such as other 
projects, approvals, resources, vendors, consultants etc. 

• Provide regular progress updates and communicate any changes to the timeline. 
• Be responsive to requests for information or feedback, delays can impact the project timeline. 
• Please collaborate the Senior Executive Assistant about timing and dates before including a 

timeline for the Department Director.  
• Note that approvals for citywide, all-staff messaging, executive letters, etc. are submitted once 

a week preferably on Tuesdays. 

The following table provides estimated timelines for completion of various projects—from the point of 
submission to completed product. 

Project Turnaround Times 
Request complete Amount of time to 

Website file upload 1 week 
Social media  1 week 
Blog/News posts 2 weeks 
Graphic design (logos, flyers, images) 2 weeks 
Website updates 2 weeks 
Copyediting  2 weeks 
Press releases and media advisories 2 weeks 
Communications strategy  3 weeks  
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Final Project Approval Times 
Request complete Amount of time to 

Communications Manager review  48 hours after final project review 
Business Operations (CoS, SEA, etc.) review 48 hours after Communications Manager review 
Department Director review 24-72 hours after Business Operations 

Total Review Time 5-7 business days minimum 
Please note and consider the additional time that it may take for edits and feedback based on review 

and other circumstances (OOO, appointments, competing priorities). 
 

6. Editing Feedback 

When providing feedback on work, constructive and objective feedback is given. To help with this 
process: 

• Use concrete examples or suggestions. 
• Avoid using overly critical or negative language and focus on the work rather than the person. 
• Offer to be available for further discussion or clarification if needed. 

 
7. Email Broadcast Protocols 

When sending email broadcasts, it's important to be thoughtful and considerate of how many emails we 
send citywide. 

• Use clear and concise language, avoiding unnecessary jargon or complex sentences. 
• Keep the message focused on the main point or purpose and avoid including too much 

additional information or links. 
• Include an interesting lead, call to action, or next steps, and provide any necessary instructions 

or links. 
• Consider the timing and frequency of your emails so that we may avoid sending too many emails 

in a short period of time. 
• Check for any red flags: 

o Labor relations concern – LR Division Director 
o Legal, Contractual, Finance – Business Operations Division 
o Human Resources – Service Delivery Division  
o Benefits – Benefits Unit 
o Learning and Accountability (Learning and Development or HRIU) 

• There must be a point of contact email for communications. 
• Check all links and ensure linked page content is up to date. 

 
8. New Employee Notifications 

New employees may be introduced by the Division Director/Manager or SHR_Communications. 

• Please collaborate with SHR Communications to have the employee profile uploaded to the SHR 
Collaboration site. 
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• Email should be approved by the Division Director w/ Cc:  SHR_Communications before 

broadcasting – if it is being sent by a Manager. 
• Remember to Bcc: the distribution list(s) and Cc: the new employee 

 

 





Q. Can my in-office work hours vary from core business hours? 
A. The City's core business hours are from 8 am to 5 pm. Any requests for hourly employees to work outside 
the core business hours must be discussed and approved by your supervisor.   
   
Q. Will masks be required in the office? 
A. At this time, masks are strongly recommended but not required within the SMT. Employees and visitors 
may continue to wear masks if they choose, and masks will be made available. No one will be punished, 
harassed, or retaliated against for choosing to wear or not wear a mask.   
 
Q: The AWA platform is only allowing to use 10/12 as an effective date. What date do I use?  
A. Employees should choose 10/12 as the start date for their AWAs and make a note in the comment box 
that the effective date is 10/17. 
 
*For questions pertaining to parking, the parking discount benefit, ORCA cards, or commute options, please 
visit the City's MyTrips website for more information.   
 
*For questions pertaining to COVID-19 testing protocols, please visit the City’s Return to Worksite 
SharePoint page.      
 
*For questions pertaining to COVID-19 Safety Protocols in City Facilities, please visit FAS at Your Service. 
 
 
 
 
 



 
 

 

 

This guide is for managers and directors reviewing and responding to Alternative Work Arrangement 
(AWA) requests. When an employee submits a request for a new or renewed AWA, the manager and 
director of the employee is automatically notified via email to review the request. Below is the process 
for reviewing an employee request, and considerations when determining the approval of a particular 
AWA request.  
 

Step 1: Open the AWA Request  
You likely received an email with information about a new AWA request requiring your attention. You 
can access these requests in two ways:   

1. Via direct link in the automated system email sent at the time of submission  
2. Accessing the AWA Application Homepage  
 
On the homepage is the “View/Approve Staff Requests” button for managers and supervisors to 
view all requests for their staff.   If there are some requests that are pending your approval, you’ll 
see the count of awaiting requests in the green circle on the button. 

 
 

 

How to Review an Alternative Work Arrangement 



 

 

Step 2: Review Request Details  
The “Staff Requests” screen will default to display requests awaiting your approval.  You can also view 
Pending, Approved, Denied requests for all of your staff by selecting different filter options (or select 
“View All” to view everything).  To review a request, select the approval to be reviewed by clicking on 
the right arrow for the appropriate request record.   

 
 
 
When you open the request in need of review, you will see four tabs at the top of the page:  

 
  

You should review Sections B and C, and complete Section D to finish the review process. Using the 
navigation arrows at the bottom of the screen, review the details of the submitted request and proceed 
to “Section D: Management Approval”  

  
Step 3: Approve or Deny the Request  
 Once you (supervisor or director) review the request details, either approve or deny the request. Use 
“Section D: Management Approval” to complete this action.  

  
You will use the drop-down menu to select “Approved” or “Denied”, along with a signature (typed), 
date, and comments. If you are the director, you will see the decision that was made by the supervisor 
who previously reviewed the request. You will not be able to override or change the supervisor’s 
determination. The “Comments” field will be required if the request is denied.  Upon rejection, the 
employee receives a denial notification with the comments. The form will not submit if a request is 
denied without comment.   
 
NOTE: The screenshot above will look similar for supervisors.  
 







PT Stat Initiative: Summary 
Flashing Lights 

One issue identified through PT Stat was a significant number of 
rear-end collisions.  A unique idea was brought to the forefront 
by a PT Stat team–adding flashing lights to the tails of buses. 
During October 2015 through September 2016 there was a spike 
in rear-end collisions, reaching a total of 73.  Palm Tran retrofitted 
buses with "flashing lights" on the tails limiting and preventing 
rear-end collisions. Since implementation, Palm Tran has had six 
reported rear-end collisions involving the buses that have been 
retrofitted with flashing lights.  The focus is the visibility of buses. 
The additional retrofitting costs Palm Tran $240 per bus including 
parts and labor.  The indirect benefits include less accidents, 
safe transporting of passengers, and a reduction in FMLA 
associated with rear-end collisions. The reduction of costs and 
litigation is a financial benefit associated with implementing this project. The cost savings 
extend far beyond the costs of adding the flashing lights to the bus. One of the innovative 
aspects of this project is that it was developed and installed in-house. Within a few 
months, Palm Tran experienced no rear-end collisions involving the buses with rear 
flashing lights.   Palm Tran's metric shows a tremendous reduction in rear-end collisions, 
with the rear lights of all 157 buses retrofitted to date.  This program can be reasonably 
integrated into other agencies.  

Examples of PT Stat Initiatives 
Rise to Ride 

“Rise to Ride” is a Palm Tran 
marketing message used to 
encourage passengers to 
stand up or move towards the 
bus so the bus operator will 
know the passenger’s intent 
to board. The tips for Rise to 
ride are: plan ahead, arrive 
early, be ready, cycle load, 
keep it moving, and safety first.  Rising to ride makes the passengers more visible to the 
bus operator.  The implementation of the Rise to Ride interior card on all 157 buses 
reduced pass up complaints and assists with keeping the bus on time. 



 
Scripts 

Customer service representatives were equipped with call scripts example to assist with 
calls.  Since the implementation of the scripts, Palm Tran has seen a reduction in concerns 
for fixed-route for four months in a row.  Customer concerns is a metric tracked as part of 
the PT Stat program. 

Outreach 

In January 2018, Palm Tran launched its 
new Route 4 Extension.  The promotion 
and outreach for the route extension was 
executed by “street teams.”  The teams 
visit active senior citizen communities, 
local municipalities and schools to 
promote the new route with rack cards, a 
brochure map, and other promotional 
items.  The efforts of the street teams led 
to an incredible 90 percent increase in 
ridership for this route.  The PT stat ridership 

teams proposed and implemented the street team’s concept.  

 

Infographics 

Palm Tran produces infographics and print 
media based on data, suggestions, and 
solutions shared within PT Stat team 
meetings.  On-Time Performance (OTP) cards 
were designed for bus operators to keep with 
them at all times.  The card’s content is 
based on OTP standards and expectations 
with supporting text and visuals.  The purpose 
is to improve OTP, which is tracked by a PT 
Stat team.  Another infographic project in 

progress involves Palm Tran Connection which is the county’s paratransit provider.  As a 
result of PT Stat, Palm Tran is placing Americans with Disabilities Act of 1990 (ADA) clients 
ride free signage on 241 paratransit vehicles and stickers on paratransit vehicles that 
share tips for riding.  Performance reports are also displayed on digital monitors, e-mailed 
to all staff members and posted on bulletins throughout Palm Tran facilities.  The goal is 
to improve customer satisfaction and reduce demand on costly paratransit services.  

 




