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When Does On-
Boarding Begin?

A successful on-boarding process
begins during the sales process
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Sales and On-Boarding Project Flow

Assessment Results

Reviewed by SP, SE

and Project Manager
PM

Sales Professional SP Meets with Sales Technical
(SP) Qualifies Engineer (SE) to Assessments
Opportunity Review Oppty Scheduled

Sales
: Sales Proposal Sales Proposal
°SE and Froposal. Reviewed by SP, SE Presentedto BB (y5rtunity Closed
Createc[ij and PM and Prospect by SP (and pportunity
Approved SE)
SP, SE and PM Meet : SP, SE and PM PM (& SP) (& SE)
to Discuss U Creg’fgrs] Project med Review Project Plan g Conduct Kickoff
Scheduling and Approve Meeting with Client
On-Boarding U

PM Manages
Deployment and
Change
Management

PM (&SP) Manages
Final Project

Acceptance with
Client

Client Authorizes
Project Plan (Signs e
Acceptance)

PM (&SE) Conducts
=aed Phase Reviews with Emd
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On-Boarding Meeting: SP and PM

* Presentation to client during Kick-Off Meeting

* Receive approval of On-Boarding project plan, phases and timelines
* Verify project schedule against customer’s calendar

* |dentify and allocate any client resources required for On-Boarding

* Agree to roles, responsibilities, task assignment and phases
between all parties

* Set appropriate expectations in terms of service expectations (best
effort until Go-Live) and requesting service during On-Boarding




During On-Boarding Kick-Off
Meeting

Agree to the Risk Management plan

Agree to the Change Control process

Agree to the Communication and Status
Reporting processes

Agree to Success/Acceptance criteria

*Project Manager does not meet with client
without Sales Professional
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Provisioning
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3 Phases of
On-Boarding



Provisioning

Those processes and
procedures required to
prepare the client, their
end users, vendors and
infrastructure to
receive and participate
in your services
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Provisioning

25 Professional

Admin

12 Admin

13 Admin

14 Admin

MSP CERTIFICATION

MASTERED®

You Email to Client Describing the Provisioning Process

e Agenda & Docu
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Provisioning
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Provisioning

45
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Provisioning

50 NOC Identify all Adminis or Group Members and Remediate as Needed
NOC Identify al Members and Remediate as Needed

. o vistrative and Technical Co

74 NUC

_ - een all Cther Devices or Applia S
23 NOL

54 NOC

Old IT Provider and Remediate as

56 C all Equipment
57 Project Manager Verify Provisioning is Complete
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After Project Plan Acceptance: Procurement -
Project Manager insures that

1 2

Necessary Necessary
ETEIGEE software is sourced
sourced and and ordered
ordered

*Project Manager works with internal or external procurement sources to order and confirm
delivery of correct hardware, software and services
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Project Management 2

* Project Manager

manages all resources
* Internal resources
* Client resources
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: Project
Implementation

« Phases of project may be
conducted at

« Solution Provider's location

« C(Client's location(s)

« Vendors' location(s)

« The Cloud!
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Implement Change Control During On-
Boarding!

Identify Options Assess Proposed
. Document and and Select One that Change to Validate
felzliny besehiat Communicate to best meets Project Benefit and Analyze
Affected Resources Objectives Impact

Change

Submit Change
Order to Customer
for Approval

Document and
Communicate to
Affected Resources

Document and
Communicate to Implement Change
Affected Resources
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Provisioning - Internal Systems

Helpdesk PSA

e Setup Client

Contact Info (Primary/Secondary)
Location(s) Info

Network Documentation

Assets, Warranties and Licensing
Vendor Information

Billing Rates/Frequency

SLA and Escalation Process

Helpdesk Access and Contact Process
Configure Reporting
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e Setup Client

* Location information
* Conduct Discovery

 Align agent profiles/templates/scripts to

identified devices, applications and

services

* Configure alerting and integration with
PSA for ticket creation

e Configure reporting
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Provisioning - Monitoring/Healing/Patching

* Monitoring:
» Critical Devices, LOBs, Services, Connections
» Servers/Critical Workstations/Laptops/Mobile Devices
» Services/Processes (DNS, DHCP, DFS/Print Spooler, Email, Info Stores, IIS, SQL, etc.)
* Firewalls/Routers/Switches/BDRs
 Security/Anti Virus/Malware/Spyware/Web Filtering
» Connectivity/VPNs
* Cloud Services/Solutions
* Hosting/Sites/Platforms
e Backup Systems
* Set appropriate thresholds
e Start with Vendor-specific recommendations
* Use experience and common sense to modify to suit environment
* Self-Healing Policies

* Patch Policies/Deployment
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During On-Boarding: Verify Minimum Certified
Network Standards

For client’s existing environment to qualify for Managed Services, the following
requirements must be met:

* All Servers with Microsoft Windows Operating Systems must not be in an End-of-Life state and have
all of the latest Microsoft Service Packs and Critical Updates installed.

* All Desktop PC’s and Notebooks/Laptops with Microsoft Windows Oge_r_atin%Systems must not be in
an End of Life and have all of the latest Microsoft Service Packs and Critical Updates installed.

e All Server and Desktop Software must be Genuine, Licensed and Vendor-Supported.

* The environment must have a currently licensed, up-to-date and Vendor-Supported Antivirus
Solution protecting all Servers, Desktops, Notebooks/Laptops, and Email.

 The environment must have a currently licensed, Vendor-Supported Backup Solution.

 The environment must have a currently licensed, Vendor-Supported Hardware Firewall between the
Internal Network and the Internet.

* Any Wireless data traffic in the environment must be secured with a minimum of 128bit data
encryption

*Costs required to bring Client’s environment to Minimum Standards will be quoted and billed separately.
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Training

After Provisioning

e Training dates are set prior to Service
Go-Live

e Multiple groups will need to be
trained

NOC and Service Desk Client Support
Training

® Learn new client’s infrastructure and
specific support requirements, and
modifications to established support
processes

End-user training

® Service requests, processes, SLASs,
support tiers, customer service,
reporting
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Service Go-Live

* After provisioning and
training
* Go-live date set
 First 30 days most critical

* Client and end-user perception
is built

e Tweaking and tuning occurs
* Monthly client meetings
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During On-Boarding -
Dispatch and Service Desk

 Provides service on a “best effort”
basis until a Go-Live date is
determined

« Once Go-Live is reached, service
is delivered against SLA
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On-Boarding Project
Completion Sign-Off Requires

* Success of each phase of On-Boarding
project measured satisfactorily

 Management of timeline, budget and
resources measured satisfactorily

* Communication management process
measured satisfactorily

* Change management process measured
satisfactorily

e Client, stakeholder and other resources’
expectations managed satisfactorily
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The Reality...

Proper On-Boarding is essential for proactive service success

* Allows you to:
* Efficiently begin delivering services quickly
* Shorten time to profitability
* |dentify potential issues before they become problems
* Reveal opportunities for selling solutions early on
 Validate Client’s decision to partner with you
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Thanks for
Attending!
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