Standard Operating Procedure (SOP): User Onboarding
and Orientation Procedures

This SOP details the user onboarding and orientation procedures, encompassing the steps for welcoming new users,
providing essential training materials, setting up access credentials, explaining system functionalities, and ensuring a
smooth integration into the platform. The goal is to enhance user experience, reduce onboarding time, and promote
effective utilization of services from the outset.

1. Purpose

To outline a standardized process for onboarding and orienting new users, ensuring they have the necessary resources and
guidance to successfully utilize the platform.

2. Scope

This procedure applies to all new users joining and requiring access to the platform, including clients, team members, or
partners.

3. Responsibilities

Role Responsibility
Onboarding Facilitate the onboarding process, act as point of contact, and monitor completion of all
Coordinator steps.
[T/Admin Team Set up access credentials, configure permissions, and ensure system accessibility.
Training Lead Prepare and deliver training materials, organize orientation sessions.
New User Actively participate in orientation sessions and complete assigned onboarding tasks.

4. Procedure

-

. Welcome Communication
o Send a personalized welcome email with introductory information and key contact details.
2. Account Setup
o [T/Admin creates user account and assigns appropriate roles and permissions.
o Send credentials and login instructions securely to the new user.
3. Orientation Session
o Schedule and conduct an orientation meeting (in-person or virtual).
o Provide an overview of the platform, company policies, and support resources.
4. Training Materials
o Distribute essential guides, manuals, and video tutorials relevant to user roles.
o Highlight critical functionalities and frequently used features.
5. System Walkthrough
o Demonstrate navigation and key processes in the platform.
o Allow users to practice core actions with guidance from the trainer.
6. Support & Troubleshooting
o Share support resources (help desk, FAQs, chatbots).
o Inform users about reporting issues and response timeframes.
7. Feedback & Follow-Up
o Collect user feedback via survey or direct communication after the first week.
o Address outstanding questions or provide additional support as required.
. Onboarding Completion Confirmation
o Ensure all steps are complete and document onboarding completion in records.

[e¢]

5. Documentation & Records

¢ Maintain records of onboarded users, completed steps, and training materials delivered.
¢ Log anyissues encountered and resolutions provided during the onboarding process.

6. Review & Continuous Improvement



¢ Periodic review of onboarding procedures and materials based on user feedback and platform updates.
¢ |Implement improvements to optimize user experience.

7. References

¢ Onboarding Checklist Template
e User Training Materials Repository
¢ Helpdesk Contact Information
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