
Department of Design, Inc. Work / Billing Guidelines and Policies

The following document was created to help out clients understand how to best 
communicate and complete their project(s) in timely, productive fashion with the 
Department of Design, Inc (DoD).

Hours of Operation

M-F 9 A.M. to 5 P.M. Eastern Standard Time

Calls and emails received outside of these hours will be responded to promptly the 
following business day. 

Monthly maintenance customers:

If you have an emergency, please mark the subject of your email as...

 EMERGENCY: <subject>

...along with a brief issue of what is going on. 

If you need to get ahold of us by phone during an emergency, please call our office 
line @ (863) 455-4363 and provide a detailed description of your situation, and we will 
do our best to return your call ASAP.

Single project customers:

Please allow 24-48 hours for a response. In some instances, it can take up to 72 hours 
to respond.



Billing

Our standard rate is $55 an hour, and programming / server administration is $75 an 
hour.

As most of our projects our done on a project by project basis, usually these hourly 
rates are ignored. If you request or change the scope of your project beyond what is 
outlined in your project agreement, you will incur a $25 charge per email instance and 
$50 charge per 30 minutes of phone time or work instances.

Monthly maintenance customers receive priority support and do not incur 
“instance” or support charges. If you are interested in receiving monthly maintenance, 
please send us an email for a quote with what you require and your monthly budget.

Conferences and Phone Calls

Phone calls for projects if you are NOT a monthly maintenance customer, are handled 
on Tuesdays and Thursdays between 10 AM and 2 PM EST. If you require a support 
call, please email us so we can schedule a confirmed, slotted time for you via Google 
Calendar. Please understand, your project and the rest of our customers service will 
suffer if you do not adhere to our work policy as outlined in this document.

Phone support instances for anything outside of the scope of your project agreement 
will incur a $25 per email instance and $50 per 30 minutes of unscheduled phone time  
to be billed at the end of your project cycle. Payment is required upon receipt of invoice.

Please understand, our commitment to customer service is our top priority however if 
you do not adhere to these guidelines, we have the right to terminate your project, 
without refund, due to a disruption of *F.L.O.W.™ to our existing business and 
customer base. We are not a large organization, and we’ve found after 18 years this 
method works best to the benefit of our clients for the reasons of time management, 
cost, and efficiency.



Project Delays

We understand that delays happen. However, Department of Design, Inc. is not 
responsible for project delays beyond our scope and control. 

Refunds

We do not provide project refunds.

Project Understanding

By signing our project agreement, you acknowledge that you have read and provide 
consent to the guidelines and policies as outlined here as soon as you legally engage in 
a contract with Department of Design, Inc.

*F.L.O.W.™ is our work system which stands for:

FAST, LEAN, ON-THE-BALL, WORKFLOW.




