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[bookmark: _7cbtbqbtm8qz]1. Purpose:
This SOP provides guidelines for effective, timely, and professional communication with clients of [MSP Name]. Proper client communication ensures trust, clarity, and fosters long-term relationships.

[bookmark: _2cmtluuf5esd]2. Scope:
This SOP applies to all employees of [MSP Name] who engage in any form of communication with clients, including but not limited to email, phone calls, video conferences, and in-person meetings.

[bookmark: _iyavy179go3c]3. Procedure:
[bookmark: _p0svqbm3aatl]3.1 Initial Client Onboarding:
· Designate a Client Relationship Manager (CRM) or Point of Contact (POC) for each new client.
· CRM/POC to initiate an introductory call/meeting within 48 hours of contract signing.
· Set up regular check-ins (e.g., monthly/quarterly) to update the client on service status and gather feedback.
[bookmark: _wkqjp8obxs0v]3.2 Email Communication:
· Respond to all client emails within 24 hours, even if it's just an acknowledgment of receipt.
· Use professional language, and ensure emails are free from typos or grammatical errors.
· Use standardized email signatures with relevant contact information.
· Attachments should be scanned for malware before sending and should be named appropriately.
[bookmark: _9ng8tpvwe0mc]3.3 Phone Communication:
· Answer all calls professionally: "Hello, [Your Name] from [MSP Name]. How can I assist you today?"
· If unavailable, ensure voicemails are checked at least twice a day and calls are returned within 24 hours.
· Document important points from phone conversations and share with relevant teams.
[bookmark: _eczyhoe38szd]3.4 Video Conferences:
· Use a quiet, professional-looking environment.
· Ensure all necessary equipment (camera, microphone) works correctly before the meeting.
· Dress professionally, as if attending an in-person meeting.
[bookmark: _tx9auvxcxd3a]3.5 In-person Meetings:
· Arrive 10 minutes early.
· Dress according to the company's dress code or the client's expected standards.
· Bring all necessary materials (presentation, reports, etc.)
· Follow up with a thank-you email and summary of the meeting's main points.
[bookmark: _jacstvvhv6m9]3.6 Handling Client Complaints:
· Listen actively and empathetically.
· Acknowledge the issue and apologize, if appropriate.
· Resolve the complaint promptly or escalate to the appropriate department/person if beyond your capacity.
· Follow up to ensure the client is satisfied with the resolution.
[bookmark: _ppzizs7k4w9q]3.7 Reporting and Documentation:
· Document all client communications in the designated Customer Relationship Management (CRM) system.
· Update client records regularly, including contact details and preferences.

[bookmark: _413crb76tmhk]4. Review:
This SOP will be reviewed annually or as deemed necessary by the management team to ensure it remains relevant and effective.

[bookmark: _b8g0m6l767u0]5. Approval:
Approved by: [Manager/Director Name]
Date: [Insert Date]
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