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[bookmark: _j5w1eqkg561t]1. Purpose:
This SOP describes the standardized procedure to ensure that the Managed Service Provider (MSP) effectively dispatches, prioritizes, and routes service requests to appropriate technical resources.

[bookmark: _k0c35siq6dj8]2. Scope:
This SOP applies to all service requests received by the MSP from customers through various communication channels.

[bookmark: _o9eg5rhduyz2]3. Responsibilities:
· Dispatcher: Responsible for following this procedure, prioritizing service requests, and dispatching to the appropriate technical resources.
· Technicians: Responsible for accepting dispatched tasks, updating task status, and providing timely feedback.
[bookmark: _e8njks5vxvnt]4. Procedure:
[bookmark: _r4i1befv02mq]4.1 Receiving Service Requests
· [bookmark: _uul5ff9hrc29] Service requests can be received through phone calls, emails, or the online service portal.
· [bookmark: _blyj25xzwjs4]Document all received service requests in the MSP Service Ticketing System with relevant details (customer name, contact information, issue description, and any error messages).
[bookmark: _kfinikm33ppf]4.2 Prioritizing Service Requests
[bookmark: _i8mcigefugkk]Classify each request based on the following priority levels:
· Critical: Complete work stoppage or critical system down.
· High: Major feature or function failure without a workaround.
· Medium: Minor feature or function failure with a possible workaround.
· Low: General inquiries or non-service affecting issues.
· Confirm the priority level with the customer when in doubt.
[bookmark: _nmvtvz7wh32v]
[bookmark: _lo8bmo7k63sk]4.3 Dispatching Service Requests
·  Assign service requests to technicians based on skillset, expertise, and availability.
·  For critical priority tickets, escalate immediately to senior technicians or on-call staff.
·  Update the service ticket with technician assignment and expected response time.
[bookmark: _m9i8qcjuvy7q]4.4 Communication
·  Notify the customer of the technician assignment and provide an estimated time of resolution or next update.
· Update customers regularly on the status of their service request, especially if there are any delays or changes.

[bookmark: _gsrpx2khntls]4.5 Technician Responsibilities
· [bookmark: _yev3kkwizdqn] Technicians must acknowledge receipt of dispatched tickets within 30 minutes.
· [bookmark: _b07mjjauejr6]Work on the service request based on its priority.
· [bookmark: _ehqiqs70314z] Update the service ticket with progress, solutions applied, and final resolution.
· [bookmark: _ajz6fmk4ca1x] If the technician is unable to resolve the issue within the allocated time, escalate to the next level of support or notify the dispatcher.

[bookmark: _8880dxxmr410]4.6 Closing Service Requests
· Once the issue is resolved, update the service ticket with the resolution details.
· Communicate the resolution to the customer and ensure they are satisfied with the solution.
· Close the service ticket only after receiving acknowledgment from the customer.

[bookmark: _4393vy388ger]5. Records:

All service requests and their resolutions are to be maintained in the MSP Service Ticketing System.

[bookmark: _lviauzhq7zvj]6. Review and Update:

This SOP will be reviewed annually or as necessary, to ensure its continued relevance and effectiveness.

[bookmark: _1wpb5v9rlt1e]7. Approvals:

[SIGNATURE - MSP Manager]
[DATE]
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