
SOP Template: IT Service Delivery and Implementation
Procedures
This SOP details the IT service delivery and implementation procedures, encompassing service request management,
project planning and resource allocation, software and hardware installation, configuration and integration processes, quality
assurance and testing, user training and support, change management protocols, incident resolution and escalation,
performance monitoring, and continuous improvement initiatives. The aim is to ensure efficient, reliable, and consistent delivery
of IT services that meet organizational requirements and enhance user satisfaction.

1. Purpose

Define standardized steps for the effective delivery and implementation of IT services in alignment with organizational objectives.

2. Scope

Applies to all IT staff, project managers, support personnel, and relevant stakeholders involved in IT service provisioning,
maintenance, and support.

3. Roles & Responsibilities

IT Manager: Oversight, approvals, reporting, and performance monitoring.
IT Service Desk: Manage service requests, incidents, and escalations.
Project Team: Plan, execute, test, and implement IT solutions.
End-Users: Submit requests and provide feedback.
Change Manager: Oversee change management activities.

4. Procedure

1. Service Request Management
Log service requests via designated channels (e.g., ticketing system, email).
Prioritize and assign requests to appropriate personnel.
Communicate expected response and resolution times to requestor.

2. Project Planning and Resource Allocation
Define project objectives, scope, deliverables, timelines, and budget.
Assign team members and allocate necessary resources.
Create a detailed implementation plan and review with stakeholders.

3. Software and Hardware Installation
Procure and verify all requisite software and hardware components.
Install as per vendor documentation and organizational standards.
Maintain installation records and relevant documentation.

4. Configuration and Integration
Configure new systems/applications/components to meet requirements.
Integrate with existing network, software, and hardware environments.
Document all settings and integration steps.



5. Quality Assurance and Testing
Develop and execute test plans to verify functional and non-functional requirements.
Record results and resolve detected issues prior to go-live.

6. User Training and Support
Develop user guides and training materials.
Conduct training sessions and provide ongoing support.
Collect user feedback for service improvement.

7. Change Management Protocols
Assess, document, and approve all changes via a standardized process.
Communicate planned changes, maintenance windows, or outages to stakeholders.
Perform pre-implementation risk assessments.

8. Incident Resolution and Escalation
Identify, categorize, and respond to incidents based on severity and impact.
Escalate unresolved or critical incidents to appropriate support levels.
Document incident details, actions taken, and resolution outcomes.

9. Performance Monitoring
Monitor systems and services for availability, reliability, and performance.
Generate periodic performance reports for review.
Address identified bottlenecks or service degradations promptly.

10. Continuous Improvement Initiatives
Review service delivery metrics and user feedback.
Identify opportunities for enhancement using industry best practices (e.g., ITIL).
Implement process improvements and document outcomes.

5. Documentation & Records

Maintain all SOP-related documentation, records of requests, tests, changes, incidents, user feedback, and training
materials in secure, easily accessible repositories.

6. Review & Revision

Review this SOP annually or upon significant process or organizational changes.
Document and communicate revisions to all relevant stakeholders.

7. References

ITIL Guidelines for Service Management
Organizational IT Policy Documents
Vendor Documentation
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