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[bookmark: _ywj05aoq0r5g]1. Purpose:

This SOP defines the steps and responsibilities of the on-call team in responding to client service requests during non-business hours.
[bookmark: _s7h348y4ycxh]2. Scope:

This procedure applies to all technicians and engineers assigned to the on-call rotation within [MSP Name].

[bookmark: _ojwafsue2i1t]3. Responsibilities:
· On-call Technician/Engineer: Responsible for receiving, triaging, and resolving client service requests during the on-call period.
· On-call Manager: Ensures effective coverage and oversees on-call activities.
· Service Desk: Routes after-hours requests to the on-call technician/engineer.
[bookmark: _a936ibt25gmw]4. Procedure:

[bookmark: _pft43wrjv74i]4.1 On-call Rotation
· The on-call rotation is defined monthly by the On-call Manager.
· The rotation schedule will be shared with all relevant stakeholders, including the Service Desk and clients as necessary.
[bookmark: _tfaw0wpubnpv]4.2 On-call Hours
· Weekdays: 6:00 PM to 8:00 AM.
· Weekends: From 6:00 PM on Friday to 8:00 AM on Monday.
[bookmark: _xe2fpna1ybin]4.3 Receiving an On-call Alert
· Service requests made during on-call hours are routed to the on-call technician/engineer via phone call or text message.
· The technician/engineer must acknowledge receipt within 15 minutes.
[bookmark: _5ykodujdkwcb]4.4 Triage and Action
· Once the alert is acknowledged, the technician/engineer should review the request and determine the severity.
· Severity 1 (Critical): System-wide outage. Address immediately.
· Severity 2 (High): Major functionality affected but not a complete outage. Address within 1 hour.
· Severity 3 (Medium): Minor functionality affected. Address by next business day.
· Severity 4 (Low): Non-urgent issues. Log and address during regular business hours.
[bookmark: _cikptk53r9dr]4.5 Communication
· If the issue requires more than 2 hours to resolve, the technician/engineer should update the client every hour on progress.
· If the issue escalates, the On-call Manager must be informed.
[bookmark: _yjfm14warah5]4.6 Documentation
· All service requests, actions, and resolutions should be logged in the MSP ticketing system.
· The technician/engineer should provide a brief summary of the issue, steps taken, and the resolution.
[bookmark: _wovql5247pdu]4.7 Handoff
· If the issue isn't resolved by the end of the on-call shift, the technician/engineer should hand it off to the next person on the rotation or to the Service Desk for further action.
[bookmark: _ckiq3mj5p0db]4.8 Compensation
· On-call technicians/engineers will receive compensation as per company policy. Details are provided in the Employee Handbook.
[bookmark: _khhm8n3g8s3p]5. Review & Revision

· This SOP should be reviewed annually or when major changes to on-call processes occur.
This is a basic template, and specific requirements for your MSP might need adjustments. Make sure you adapt it to your organization's specific needs, technology, tools, and stakeholder requirements.
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