SOP Template: Client Onboarding and Needs
Assessment Procedures

This SOP details the client onboarding and needs assessment procedures, encompassing initial client contact, data
collection, requirement analysis, goal setting, and personalized solution development. It aims to establish a seamless
onboarding experience while accurately identifying client needs to ensure tailored service delivery and long-term
satisfaction.

1. Purpose

To standardize the client onboarding and needs assessment process, ensuring efficiency, consistency, and client
satisfaction.

2. Scope

This SOP applies to all staff involved in onboarding new clients and assessing their needs in relation to company
services.

3. Responsibilities

¢ Client Relationship Manager: Primary contact throughout onboarding and assessment phases.
¢ Onboarding Team: Responsible for data collection and documentation.
¢ Solution Specialist: Analyzes requirements and develops personalized solutions.

4. Procedure

1. Initial Client Contact
o Respond to client inquiry or initiate contact within 1 business day.
o Introduce the company, outline onboarding process, and schedule an introductory meeting.
2. Data Collection
o Send client an onboarding package (welcome letter, service overview, information request form).
o Collect completed forms and supporting documentation from client.
o Enter client information into secure CRM system.
3. Needs Assessment Meeting
o Conduct meeting with client stakeholders to discuss objectives, challenges, and expectations.
o Document client's initial requirements, constraints, and desired outcomes.
4. Requirement Analysis
o Review collected information and meeting notes.
o Identify and clarify key needs, goals, and success indicators.
o If necessary, schedule follow-up discussions for further clarification.
5. Goal Setting
o Collaborate with client to define measurable short-term and long-term goals.
o Agree on milestones and reporting expectations.
6. Personalized Solution Development
o Develop a tailored solution proposal based on assessment findings.
o Present proposal to client for feedback and approval.
o Revise as needed to ensure alignment with client requirements.
7. Onboarding Completion
o Secure client approval/signoff on onboarding and proposed solution.
o Transition client to service delivery team, providing necessary documentation and context.
o Schedule follow-up check-in to ensure satisfaction and address emerging needs.

5. Documentation

Client Onboarding Checklist
Needs Assessment Questionnaire
Meeting Notes Template

Solution Proposal Document
Onboarding Completion Form

6. Review and Continuous Improvement



e Gather client feedback post-onboarding for process improvement.
e Review procedures annually; update as needed.

7. References

e Client Data Privacy Policy
e Company Service Level Agreements
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