Onboarding to 120 Days SmartBusiness Suite

Version 22.02.10

Day 0 to Day 30 (before support services begin)

Support Services Begin (critical time — first few days of support)

Through 60 Days (first month of support services)

Through 90 Days (second month of support services)

Through 120 Days (third month of support services)

Start
(PM)

Week 1

Weeks 2 and 3 - schedule as available

Risk Overview handoff and Deep Client prep
Dive launch meeting (PM, Client
(PM, AM, Risk Overview Representative)

Engineer, Deep Dive Engineer,
STS Representative)

Schedule
first onsite
(PM)
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(Program Manager, PM)

Deep Dive information
gathering onsite
(Deep Dive Engineer)

Previous provider engagement
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Communication is documented (auditable) with previous
provider and the outcome is an agreed upon timeline of
access and the services they are currently providing. THIS
WILL IMPACT SCHEDULING OF ONBOARDING ACTIVITIES.

Day 1 conversion plan
tasks start here
(Deep Dive Engineer)

Week 4 >

Q

In additional to gaps between

the Mytech and the client, are M - E DAY 1 ENGINEER MAY
there gaps in their plan? v—_ ALSO BE THE DEEP

g :: DIVE ENGINEER.
QQ % PM, Deep Dive Engineer, and Day Y =3
— » 1 Engineer to review Day 1 tasks, —p S
challenges, and expectations ‘
) ) ) A Day 1 handoff / go-no go
Creation of documentation: creation

Baseline
Documentation begins
(Deep Dive Engineer)

Build Risk and Gap
Analysis
(Deep Dive Engineer)

Feedback from Deep Dive and Risk and %
Gap Analysis — SE will approve if DeepDive ||
ticket and Risk and Gap Analysis tickets
can be closed or if more is needed. This
covers anything else that may be needed

meeting
(STS Representative, AM,
Deep Dive Engineer, Day 1
LI Technical handoff to Service Team Engineer, Service Manager)
(Service Team, Deep Dive

of managed device configs, N-Able
prep, additional core asset creation,
and Baseline Documentation
(Deep Dive Engineer)

for the 90 day IT Roadmap review.

. . Engineer, AM)
(SE, Deep Dive Engineer, AM)

Deep Dive Engineer MUST documents PHYSICAL DEVICES in onboarding:
hostname, manufacturer, model #, serial #. Warranty Master updates for

age and expiration - AM’s and AC’s will work the exceptions.
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Was an
Information

> . Yes

Security
Assessment sold?

| No
Setting u

> s Yes
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Notify the
Information Security
Assessor
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Day 1 onboarding engineer will
be onsite here provisioning, pw
setting, coordinating agents
with NOC, etc.

(Day 1 Engineer)

Rerun RapidFire
(Onboarding Engineer)

* -

Complete Baseline
Documentation
(Deep Dive Engineer)

)

STS / ExecutiveWorker setups

Internal systems prep (STS)
and SLT setups
(Shared Technical Services)

Set up monthly recurring tickets for
onsite visits and security checks
(Shared Technical Services)

IN BETA: Set up quarterly recurring tickets for
PCl and HIPAA compliance (if applicable)
(Shared Technical Services)

SOCaas?

Procurement
(Purchasing)
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Purchasing will fill out a Uniform
Commercial Code form for MN or
CO for all Chartered Hardware
purchases.
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IN BETA: SOCaas vendor setup
(Shared Technical Services)

BEFORE SUBMITTING ANY PO FOR CHARTERED
HARDWARE, PURCHASING MUST REACH OUT

TO THE CTO FOR CONFIRMATION OF THE

EXECUTIVEWORKER CHARTERED HARDWARE!

(Shared Technical Services)

L Coordinate with onsite for
any addition setup needed
(Shared Technical Services)
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Age of assets completed by
day 45 into support services.

Exception reporting to note missing
asset details — AM & AC to research —
this should be finished BEFORE 120
days of service (IT Roadmap review)

In preparation for this meeting, get Help
Desk data AND complete the first 3
Quadrants of the IT Roadmap.

Onsite ExecutiveWorker setup
(Sr. Level Resource)

Application service tailoring

(Service Coordinator, Service
Team, AM, STS)

Patch/firmware assessment
(Shared Technical Services)
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Post-transition maintenance
window (previously called
“intensive patch session”)

Internal meeting to pull all data from
Help Desk and SE provides high level

budget. 120 day ticket created outside
of project for SE to start building plan

(L3 or Sr. Resource, SE, AM)
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Rerun RapidFire
(Onboarding Engineer)

NOC audit — first 30 days of
support
(Shared Technical Services)

(Shared Technical Services)

(Field Team)

—

Finance overview is
completed between our
Director of Finance and the

[
»

Begin services and
end user support
(Service Team)

client’s finance contact
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User launch meeting
(GM, Service Manager)

GM and Service Manager lead QA
meeting with MPOC; invite all
ExecutiveWorkers and Mytech Sales
rep who sold the agreement
(GM, Service Manager, AM, BTC, BTA)

Add ticket after first day to add new user/term
user/change user docs and setups for client —add

to Baseline Active Directory Flex Asset.
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First 30 days — monthly onsite

We are learning more about this client and

getting more information for the IT Roadmap.
Y

4
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(Field Team)

SecureOffice check — see
monthly onsite instructions

—

Project is closed here.
Remaining items are
assigned tickets to
appropriate resources.

AM starts building the one
page executive summary.

%

IT Roadmap review — share
with client what we have
learned and discussion of

Quadrant 4
(AM, SE)
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Acceptance meeting with client
(PM, AM, Onboarding
Engineer)

vy
NOC audit — 60 days of )
> support
(Shared Technical Services) )

-,
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First 60 days — monthly onsite
(Field Team)

First 60 days — monthly
SecureOffice check
(Field Team)

$
> v
Lifecycle management assets report

current and ready for IT Roadmap
(AM, AC)

By day 105:

Sales conversation with client:
. Lifecycle plan defined

. Projects and budget

NOC audit — 90 days of
support
(Shared Technical Services)

@2

First 90 days — monthly onsite
(Field Team)
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Patch/firmware compliance Quarterly true-up

Adjust user quantities

Define Goals and Objectives:
+ Growth Plans
+ Budget, Saving

+ What are you trying to accom-
plish in the next 1 to 3 years?

RISK
. Security

« DR (Technology, Operations, Redun
dancy

+ Lifecyce Management

Business and Financial:

+ Culture conversation

- CAPEX/OPEX

« MVV, MGAG, M&A Strategy?
- EOS/Vistage

« Seasonal Business?

Prag. Paige and Cons. Carl

(Shared Technical Services) S (CEO, GM) on SBS agreements A
L (Finance Team) L
Lifecycle management one IT Roadmap —
page executive summary includes projects
(AM)
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First 90 days — monthly
SecureOffice check
(Field Team)

IN BETA: Complete quarterly
compliance reports
(Service Manager)

Key Business Functions / DPT

« Primary Apps and processes /80%

+ Supporting Apps (what does staff need to
access?)

+ Utilization + Max Potential

« Interfaces

+ Client & Vendor

+ Between Departments
« Between Applications

TR

Make IT Easy Review
(AM)

Day 120 Sales activities:
. AM and/or AC to add
lifecycle Opportunities
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This is a formal meeting to review the
RapidFire report from the Network

Evaluation, along with any additional
items to review — this information is in
the \\mtp.local\root\clients\ folder




Ensure a smooth handoff between
providers during the transition and be
able to flex to their requirements.

Schedule Interview provider — provide
conference call a summary of understanding;

if they are on CW, ask for a
configuration dump

STS assistance if needed and set clear
expectations after the call with a follow
up email.
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Have enough documentation available to all
personnel to allow effective delivery of
service.

O T

Start Client is responsible to build
out their documentation in

IT Glue/MyGlue
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Once Deep Dive is completed, all
internal systems prep is completed,
project tickets are closed
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Quality Assurance Meeting

1. Prep

2. Meeting

3. Follow Up/Completion

1. Download QA Onboarding Template
Click HERE

2. Review MSSOW

3. Update QA document with any
customizations needed

4, Print out QA document for all attending

parties (N/A if virtual)

5. Place document in a Mytech branded
folder with a business card, Mytech
notepad, and pen

. Review document with all relevant

parties

. Make notes on points of discussion and

changes

. Ensure emergency contact information

is created on the document

. Inform parties that a completed version

of the document with the Service
Manager contact information will be
emailed out

. Fill in details of the meeting on the QA

document, including any notes

. Create any tickets that are needed for

other responsible parties

. Create the Site Contact Info. Flex Asset

based off of the emergency contact
information received

. PDF the document and email it to all

parties with the AM and SM included

. Upload the PDF to the organization’s

Document’s area in ITG

. Let STS and Finance know that the

document has been uploaded
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NOC reviews client application
documentation and ensures monitoring
tools provide adequate coverage with
appropriate notifications




Documentation

Day 0 to Day 30

Support Service Begin

Through 60 Days

Through 90 Days

Through 120 Days

Miscellaneous

SmartBusiness Suite
Agreement Creation

QA and Launch
Descriptions for the Client

STS — Onboarding SBS
Clients — Adding an
ExecutiveWorker

ExecutiveWorker Setup

Monthly Onsite Visits

Lifecycle & Asset
Management Plan —
Executive Summary

SBS Onboarding — Previous
Provider Engagement

QA and Launch Prep Work
Checklist

STS — Coordinate with
Onsite for Additional Setup
Needed

IT Glue SonicWall and
Setup Documents for
ExecutiveWorker

Strategic Business IT 90
Day Roadmap Review

IT Strategic Roadmap Plan
& Recommendations

SBS Deep Dive — Tech
Processes

QA Onboarding Template

STS — Application Service
Tailoring

IT Glue ExecutiveWorker —
Site to Site VPN Standards

NOC Audit

SBS Deep Dive Risk
Assessment and Gap
Analysis

Link to Onboarding
Presentation Make IT Easy
Kickoff

RapidFire Instructions

Monthly Onsite Visits

STS Internal Systems Prep

STS — Patch/Firmware
Assessment

STS — Onboarding SBS
Clients — Recurring Service
Templates

STS — Post-Transition
Maintenance Window
(Intensive Patch Mts.)

PPT Template for Technical
Handoff to Service Team

RapidFire Instructions

NOC Audit

STS Sample Gap Analysis
for NOC Audit
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