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[bookmark: _4j0i4ge0z3g9]1. Objective
This Standard Operating Procedure (SOP) provides a structured approach for offboarding clients from our Managed Service Provider (MSP) services to ensure a smooth transition, uphold data security, and maintain our organization's professional reputation.

[bookmark: _fb5evx917p0g]2. Scope
This procedure applies to all employees and teams involved in the offboarding process of any client from the MSP services, including the technical support team, customer service, account management, and finance teams.

[bookmark: _vl1yee4gay5n]3. Responsibility
The Account Manager (AM) is responsible for initiating the offboarding process, ensuring all steps are followed, and notifying the respective teams. Each involved department must ensure that their portion of the process is completed accurately and on time.

[bookmark: _qm2mgz7y414s]4. Procedure
[bookmark: _630v277gja05]4.1. Initial Notice
· Upon receiving a formal communication from the client about discontinuing the services, the AM should acknowledge receipt within 24 hours.
· The AM schedules an exit interview with the client to understand the reasons for discontinuation and gather feedback.
[bookmark: _nu4ew3eg2nuk]4.2. Communication
· The AM informs the internal team about the offboarding process by sending an email to relevant departments: technical support, finance, customer service, and any other pertinent teams.
· A timeline is established, detailing the expected date of service termination and any milestones leading up to that date.
[bookmark: _9mjfdb3cj4li]4.3. Data Backup and Transfer
· Technical support must ensure that the client's data is backed up securely.
· If requested, the client’s data should be transferred to them or their new service provider in a mutually agreed-upon format.
· Confirm data transfer with the client and retain a copy of the backup until the client approves its deletion.
[bookmark: _7jn5ri6s89va]4.4. Financial Settlement
· The finance team will send the final invoice to the client, including any pending payments or prorated charges.
· Ensure any refunds due to the client are processed.
· Provide a confirmation receipt to the client once all financial matters are settled.
[bookmark: _sgoac3rff67i]4.5. Service Deactivation
· After ensuring all data has been backed up and transferred and receiving the go-ahead from the AM, the technical support team deactivates the client’s services.
· All client access to MSP systems and tools is revoked.
[bookmark: _rrr8hrbpje10]4.6. Feedback and Documentation
· AM compiles feedback from the exit interview and shares it with the leadership team to identify areas of improvement.
· A closure report is prepared by the AM, summarizing the entire offboarding process, client feedback, and any outstanding issues.
· Maintain a record of all offboarded clients for future reference and potential re-engagement strategies.
[bookmark: _6dswwcez1k3e]4.7. Final Communication
· AM sends a final email to the client, confirming the completion of the offboarding process, thanking them for their business, and expressing a desire to potentially work together again in the future.
· Offer assistance in case they face any issues related to the transition in the near future.
[bookmark: _zfx6kxixeq4h]5. Review and Update
This SOP will be reviewed annually or whenever there's a significant change in the offboarding process. Feedback from clients and internal teams will be considered during reviews to enhance and refine the procedure.
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