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Core C&D Frequently 
Asked Questions

Q: I have a client whose guide is currently over 25 
pages long. Is an eight-page guide really sufficient?

A: The current trend is to transition away from 
lengthy guides, and to keep benefit communications 
brief and to-the-point—then refer employees to 
their Summary Plan Descriptions (SPDs) and plan 
documents for full details. The nation averages 
an eighth grade reading level and a seven-second 
attention span, so user-friendliness is of the utmost 
importance. The Core C&D benefit guide template 
is a platinum MarCom award winner, so rest assured 
that your client’s communications are in great hands!

Q: My client has other benefits-related topics to 
communicate that fall outside what’s covered in the 
guides. What’s the best solution?

A: A mountain of information in one communication 
can overwhelm employees. The best solution is 
to pace the benefits information and send it in 
stages over the course of the plan year, as opposed 
to sending a flood of information around Open 
Enrollment. C&D has an extensive library, located at 
www.orderhubcd.com, to help support your client 
with both OE and off-cycle deliverables. 

Q: How are annual legal notices distributed? 

A: Annual notices can be linked in the benefit guide 
or sent as a separate PDF or packet. By visiting 
www.orderhubcd.com, you can access the full list of 
notices available to your client. 

Q: Can we have the Microsoft Word or InDesign 
version of the benefit guide? 

A: The benefit guides and other communication 
materials C&D creates are proprietary products of 
HUB International. Due to licensing and our internal 
legal guidance, we are unable to provide current or 
former clients with the live source files. However, 
if there are changes your client wishes to make, 
we’d be more than happy to update the guides/
communication materials ourselves. We also have a 
number of fully editable templates available. Please 
reach out to your Project Manager for assistance.

Q: Can we change the color scheme of the guide to 
better fit my client’s branding?

A: Yes! In order to do so, you must provide the RGB, 
CMYK or HEX color codes that your client would like 
used. 

Q: My client has images that they’d like to use in 
their guide/communication instead of the template 
images. Can we incorporate them?

A: Client’s can request we source custom images 
for one credit per image. If the client has one or 
more high-resolution images that they’d like to 
incorporate, we will do so for just one credit. You 
may also request a certain type of image from C&D, 
and we will reference our image library to check for 
one that fits your client’s needs for no charge.

Q: My client has content that they’d like added to 
their guide/communication. Can we incorporate it?

A: We cannot add content to the Core guides 
outside of the templated verbiage. If you’d like to 
add content, it is suggested to use our Crafted 
templates which are fully editable. We can also 
provide an unlocked PDF with permissions to add 
flyers, notices or additional pages within the guide.
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Q: I have an upcoming meeting with my client. Can 
someone from C&D be present?

A: There are instances in which C&D’s presence in a 
conference call or at an on-site meeting is extremely 
beneficial. If you feel that you could use our 
assistance, contact Meagan Tyson or Stacy Kuehler 
to discuss.

Q: I have received my client’s benefit guide, and 
have updates that need to be made. How do I go 
about communicating these updates with C&D?

A: Any edits to the variable data must be updated in 
the Excel Source Doc—meaning if you input the info 
in the source doc to begin, the edit must be made 
there as well. However, any edits to the template 
design and content that may be inaccurate or don’t 
apply can be made by the comment function in 
Adobe Acrobat/Reader. You will then email the 
Excel Source Doc and/or PDF to your assigned 
Project Manager. To maintain efficiencies on our 
team and in the overall process, please gather as 
many edits at a time as possible.

Q: How does the credit system work?

A: Each communications deliverable is worth a 
certain number of credits, and the number of credits 
your client is eligible for is the number of benefits-
eligible employees they have on staff. Clients are 
separated into market segments—visit  
www.orderhubcd.com and access the Market 
Segment Overview flyers for more information. 
Credit counts reset each plan year, and do not roll 
over from year to year. 

Your client does not have to use all their credits 
during Open Enrollment—these credits are 
also available for off-cycle communications. 
When clients use their credits toward Core 
communications, there is no charge. If they decide 
to select deliverables that are over their number 
of credits, you may consider utilizing our editable 
templates or mixing and matching with our 
Crafted or Curated segments to create the perfect 
communication package.

Q: Can C&D handle the printing and mailing of my 
client’s deliverables?

A: C&D has a list of preferred print vendors that 
can assist with your client’s printing and fulfillment 
needs. You may choose to use one of these vendors 
or work with your own locally preferred vendor. 
While Core C&D does not work directly with these 
vendors, we will always provide final, print ready 
files for whichever option you choose.

Q: How does the Curated communications process 
work?

A: If your client is in need of a more robust 
communications campaign than our Core segment 
has to offer, take a look at our Curated C&D 
site. Once the details surrounding your client’s 
needs are laid out, our team can work with you 
to design a strategy specifically created to cater 
to them. A kickoff call will be scheduled to get to 
know your client and educate them about their 
communications options.
   
Q: When can I expect my deliverable to be 
complete?

A: Core communications vary with a standard 
turnaround time of 7 -14 business days. This time 
frame includes initial creation, rounds of review, 
editing and finalization, ensuring a perfect result. 

If your client requires a communications piece in less 
than 7-14 days, please contact our Communication & 
Design team at communications@hubinternational.
com immediately. However, we encourage you to 
set expectations with your clients and plan well 
in advance to avoid rush orders. The faster the 
turnaround time, the greater the risk for error!
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