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[bookmark: _xueeqluflphv]1. Purpose:
This SOP outlines the steps for the effective onboarding of new clients at our MSP. This ensures consistency in client experience, and that all necessary technical, administrative, and operational requirements are met.

[bookmark: _fm0ewgb4e2c9]2. Scope:
This SOP covers the onboarding of new clients from the initial contract signing through to the setup and provision of required services.

[bookmark: _w48e7mb694vn]3. Procedure:
[bookmark: _uoezs01q2c41]3.1 Initial Contact and Contract Signing:
· Conduct an initial client meeting to understand their requirements.
· Provide the client with service packages and pricing details.
· Sign the service agreement, with both parties keeping a copy.
[bookmark: _cj9d1v32rsvb]3.2 Kick-off Meeting:
· Schedule a kick-off meeting within 7 days of contract signing.
· Review and finalize the list of services required.
· Introduce the client to their dedicated account manager and support contacts.
[bookmark: _xxpokgmjwiak]3.3 Technical Assessment:
· Conduct an IT infrastructure assessment, identifying hardware, software, and any potential risks.
· Document the current state of IT assets, licenses, warranties, and configurations.
· Establish requirements for integration with our MSP tools and platforms.
[bookmark: _6cpdzeq84x70]3.4 Service Setup and Configuration:
· Deploy and configure necessary MSP software (remote monitoring and management tools, backup software, antivirus, etc.).
· Migrate data or systems if necessary.
· Set up client on our ticketing system for streamlined support requests.
[bookmark: _xdk2204txybc]3.5 Training and Documentation:
· Provide client training on the use of MSP tools, ticket submission, and other relevant platforms.
· Deliver documentation detailing configurations, services provided, escalation procedures, and contact information.
[bookmark: _ds9zcchj1a59]3.6 Feedback and Adjustments:
· After the first month, schedule a feedback session with the client.
· Address any issues, concerns, or changes in requirements.
· Adjust service delivery as required.
[bookmark: _rxq90sccttgu]3.7 Ongoing Communication:
· Establish regular check-in intervals (e.g., monthly, quarterly) to discuss performance, concerns, and potential changes in service.
· Ensure the account manager remains available for ad-hoc queries or concerns.
[bookmark: _uosroz10wflr]4. Documentation:
Maintain a centralized digital folder for each client, storing:
· Service agreements.
·  Technical assessments.
·  Configuration and setup notes.
· Training materials provided.
· Communication logs.
[bookmark: _7100hjw00sil]5. Responsibilities:
· Sales Team: Initiating contact, understanding client requirements, and contract signing.
· Technical Team: Conducting the technical assessment, service setup, and any required migrations.
· Account Manager: Main point of contact for the client, ensuring effective communication, addressing concerns, and managing the relationship.
· Training Team: Providing necessary training on MSP tools and platforms.
[bookmark: _rdkl2nlhl1b9]6. Review & Updates:

This SOP will be reviewed annually or when any significant changes occur in the onboarding process.
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