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[bookmark: _5aha0mkl9hw1]1. Scope:
This SOP covers the process of setting up and configuring monitoring and alerting tools for systems, networks, and applications under the care of our MSP.

[bookmark: _mupvtm5uxqsp]2. Responsibilities:
· System Administrator: Responsible for configuring, testing, and updating monitoring tools.
· Support Team: Responds to alerts and coordinates resolutions.
[bookmark: _m6sg4w6972u7]3. Procedure:
[bookmark: _yzqxzhn4qj9p]3.1 Initial Setup:
· Inventory Analysis: Understand the client's infrastructure. List down all critical systems, networks, and applications that require monitoring.
· Tool Selection: Based on the inventory, choose an appropriate monitoring tool(s). For a holistic view, consider tools that integrate with a centralized dashboard.
· Access: Ensure you have the necessary access to all systems and networks for monitoring purposes.
[bookmark: _pahfpk8t1agj]3.2 Configuration:
Define Metrics:
· Identify vital metrics for each system. This includes CPU usage, disk space, memory usage, bandwidth, etc. for systems; uptime, response times, error rates, etc. for applications.
Baseline Measurement:
· Before setting up alerts, measure the regular performance of each system for one week to understand the average and peak values.
Thresholds:
· Set up thresholds based on the baseline measurement. A good rule of thumb is to alert when values exceed 75% of peak baseline values, but this may vary based on the system/application.
	Alerting Channels:
· Configure alert delivery methods, e.g., Email, SMS, Ticketing system, etc.
· Set up escalation paths, ensuring alerts go to the relevant parties based on severity.
[bookmark: _9oylja2zgy9v]3.3 Testing:
Simulated Events:
· Generate test events to confirm if the monitoring tool captures the event and if the alert is triggered appropriately.
Communication Test:
· Confirm that alerts are reaching the intended recipients and that the format/content of the alerts is clear and actionable.
[bookmark: _o6zzmlmzgak8]3.4 Maintenance & Review:
Regularly Update:
· As systems evolve and new components are added, update the monitoring configurations accordingly.
Quarterly Review:
· Analyze the alerts generated in the past quarter. Adjust thresholds if necessary to avoid false positives/negatives.
· Review feedback from the Support Team to understand if there are any challenges in addressing the alerts.
[bookmark: _h2plshrfjfse]4. Documentation:
· Maintain a log of all configuration changes, including date, change details, and the person responsible.
· Update this SOP when there are significant changes to tools, systems, or processes.
[bookmark: _x7qstb7r5wwc]5. References:
· Tool-specific manuals and guides.
· Internal training materials.
[bookmark: _4dk3jyg7i6hi]6. Approval & Revision History:
· Created: [Date] by [Name]
· Reviewed: [Date] by [Name]
· Revised: [Date] by [Name]
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