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Process Process - TEMPLATE

Why

The Process Process is the blueprint of our documentation system. It explains the Who, What, When,
Where, Why, & How process documentation. By having this pivotal document, our entire team can stay
on the same page when creating and finding documentation and processes. This is a key process.

Where

All processes are to be created and kept in our documentation system, <Documentation System Here>.
The What section will give more detailed instructions on where each type of documentation will be
stored within our documentation system.

Who

<Role Name> oversees our documentation platform and is referenced as the Documentation Czar. If you
have needs or concerns about our documentation system, please see them.

When

<SAPLING> <NEW GROWTH> As stated in Ways to Succeed, all processes and documentation are to be
created, updated, and referenced while performing work. Everyone has permission to make changes as
needed. The only way documentation will stay up to date is if we are reading it during the work and able
to make modifications as we see any need for improvement. We will review updates weekly during
team meetings.

<OLD GROWTH> As stated in Ways to Succeed, all processes and documentation are to be referenced
while performing work. If you created a new document, a change is needed, or you’d like to make an
improvement suggestion, please submit a <change request>to our Documentation Czar. Make sure the
request includes a link to the document in question, what change you would suggest, and why.
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How

Be clear and specific about what is inside the document when naming it. Think about what someone
would likely be searching for when this document is needed. There are some additional considerations
in the “What” section below, but we recommend including:

e Commonly used “slang” such as
o acronyms you use often (E.g., WYSIWYG)
o client short names (e.g., EP for Eureka Process)
e The name of any product that may be involved, include
o Long form (E.g., ConnectWise Manage), and
o Short form (E.g., CWM)
e Any other terms you can add to make global searches easier

Follow the below style guides for your processes:

W word Example: Use Calibri font at size 11. Left justified. Use the default Title style for the title and
Heading 1 for Headings.

4 Example: Use default headings and text sections in our documentation platform.

Create a section to address each below prompt:

Why/Purpose: Explain what the document is about, so the next person knows they found the right
document.

Body: List each step and how to do it.

Next steps: <Escalate, go to next document, hand off to another person, or ?>

Notes: Improvements, Caveats, Gotchas, Pro Tips

Revisions: Who change what when: <Initials> <YYMMDD> — <brief notes>, centered at bottom, size 8
font, italicized

What

Internal Processes

These are processes that we follow as a business and not for technical resolution of issues. Examples
include Ways to Succeed and our Client Onboarding Process. Store these in our documentation platform
under <Internal Processes (Internal Company)>.

Internal Technical Processes

These types of processes are step-by-step instructions to be followed by our in-house technical staff.
They should be written to a level of detail that any technician on our team can reproduce the solution.
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Be wary of click-by-click instructions and screenshots as these details can change quickly with
technology updates.

As an example, to reset a password in Active Directory, specify OUR way of accomplishing this. E.g., In
our RMM tool, deploy the Reset Password script from the Help Desk folder to the agent. Make sure to
note that you ran this script in the ticket notes.

Further, any SOPs created or updated should be stored with the name “SOP — “ and the name of the
process in our documentation platform, under the organization <internal company> in the <Knowledge
Base (Internal)> folder.

#¢ A9 Our Internal Technical Processes are further segregated into folders that match our ticket
categorization.

Pictures
Under <client name> in our documentation platform, in <documents>, create a folder structure of:

e <location>\Pictures

e <Location>\Pictures\Server Room

e <location>\Pictures\IDF

e <location>\Pictures\MDF

e <Location>\Pictures\<?????? - create other naming standards as we see fit>

As pictures are uploaded to those folders, the pictures should also have their own naming standard. We
suggest following "YYYYMM Naming Standards". In cases where a picture contains several pieces of
equipment, we recommend avoiding it, duplicating the photo per equipment, adding the equipment to
the title, and/or adding a text field in the document to supplement the title.

List of photos desired:

e Each Rack Front (Label visible if on front) e Each Firewall Close Up Front (SN visible if

e Each Rack Back (Label visible if on front) on front)

e Each Server Close Up Front (SN visible if e Each Firewall Close Up Back (SN visible if
on front) on back)

e Each Server Close Up Back (SN visible if e Each Phone System Close Up Front (SN
on back) visible if on front)

e Each Switch Front (SN visible if on front) e Each Phone System Close Up Back (SN

e Each Switch Back (SN visible if on back) visible if on back)

e Each UPS Close Up Front (SN visible if on e Each Patch Panel Close Up Front (Label
front) visible if on front)

e Each UPS Close Up Back (SN visible if on e Each Patch Panel Close Up Back (Label
back) visible if on back)
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o9 PP Client Facing Instructions

These instructions will be client facing. The difference in these and Internal Technical Processes, is that
we DO want screen shots and click-by-click instructions, so clients can easily follow it. The naming
convention should be the same as “Internal Technical Processes”. In our documentation system, if our
Internal Technical Processes match a Client Facing Instruction (E.g., a tech will do the same as the client)
follow the same storage instructions for “Internal Technical Processes”. If this process is ONLY for clients
to follow, store it in the <Knowledge Base (External)> folder instead. Lastly, if this process is only for a
specific client, store it in <their organization>, in a documents folder called <PUBLIC> (you may have to
create this folder). Security permissions must be verified and tested.

## #PP Technical Best Practices

For best practices documents that our internal resources should follow, that aren’t step by step guides,
make the name of the process start with “BP - “ and store it under our company, in the folder called
<Best Practices>.
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We Bring Process to IT and
Managed Service Providers.

Eureka Process was founded by Allen Edwards, who saw a need for
Managed Service Providers to gain insight into their business and
processes, as well as strategic guidance.

Access to consultants who can marry the needs of the business with
the needs of its people and who aren’t afraid to roll up their sleeves
and get to work with you.

We've been building a solid team of experienced, humble, and

compassionate people to help you get to the next level. Meet the
team below.

Strategy Consulting
Our team helps you identify areas of opportunity in sales, marketing,
people, products or technology and assists in process implementation.

A consultant will meet with your team each week facilitating action-ori
ented PowerHour™ meetings that keep your business moving forward.

Dedicated quarterly and annual planning days for your leaderships

team provide the practice to prioritize issues, track trends and learn the
business and leadership skills to scale your MSP.

Book an appointment at EurekaProcess.com
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