SOP Template: Service Delivery Process and
Checklist

This SOP details the service delivery process and checklist, encompassing client engagement, service planning,
resource allocation, execution and monitoring of services, quality assurance, customer feedback collection, and post-
service evaluation. The objective is to ensure consistent, efficient, and high-quality service delivery that meets client
expectations and enhances satisfaction through systematic procedures and comprehensive checklists.

1. Client Engagement

Receive and review client inquiry/request.

Acknowledge receipt and schedule initial meeting.

Gather and document client requirements and expectations.
Clarify scope, deliverables, timelines, and constraints.
Confirm understanding and agreement in writing.
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2. Service Planning

Assign project/service manager and team members.

Develop service delivery plan (objectives, timeline, deliverables).
Identify resource needs (personnel, equipment, materials).
Define communication channels and reporting schedule.

Obtain client sign-off on service delivery plan.
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3. Resource Allocation

1. Allocate internal and external resources as per plan.

2. Ensure resource availability matches project timelines.

3. Communicate roles and responsibilities to all team members.
4. Document allocation in project management system.

4. Service Execution & Monitoring

Initiate service delivery as per agreed plan.

Monitor progress against milestones and KPlIs.

Conduct regular team meetings and status updates.
Document issues, risks, and mitigation actions.

Maintain clear and transparent communication with client.
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5. Quality Assurance

1. Conduct regular quality checks at defined stages.
2. Ensure deliverables meet agreed-upon standards and specifications.
3. Rectify deviations or deficiencies promptly.



4. Document QA results and improvements implemented.

6. Customer Feedback Collection

. Request client feedback post-delivery/review phase.

. Provide feedback forms or online surveys (as appropriate).
. Document and analyze client responses.

. Address concerns or suggestions as needed.
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7. Post-Service Evaluation

Conduct internal debrief with project/service team.

Review overall service delivery process and outcomes.
Identify best practices and areas for improvement.

Update SOPs, checklists, and training materials if needed.
Archive project documentation and close out project formally.
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Service Delivery Checklist Summary

Step Checklist Item Completed?
Client Engagement Initial meeting held and requirements documented
Service Planning Service delivery plan approved by client
Resource Allocation Resources allocated and documented
Execution Progress monitored and issues documented
Quality Assurance QA checks performed and results recorded
Feedback Collection Feedback form sent and responses documented

Post-Service Evaluation Team debrief and SOP update performed
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