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This Standard Operating Procedure (SOP) document outlines the comprehensive framework for Virtual Assistants (VAs) supporting our platform or clients using oursystem. It details recurring tasks, responsibilities, and delegation structures to ensure consistent, high-quality support across daily, weekly, and monthly timeframes.

Overview  and  Purpose
This document serves as a comprehensive guide for virtual assistants responsible for executing various tasks related to CRM management, client onboarding, communication, and campaign support. The SOP is structured to provide clear direction on responsibilities across different time intervals, ensuring consistent service delivery and efficient workflow management.

Virtual Assistants play a crucial role in maintaining the operational efficiency of our platform and supporting clients who utilize the system. By following this standardized approach, VAs can ensure that all critical tasks are completed in a timely manner, client communications are handled professionally, and the business owner is kept informed of important developments.

The procedures outlined in this document are designed to maximize productivity while maintaining high standards of service. They establish clear expectations for task completion and communication protocols, creating a seamless experience for both clients and the business owner.
CRM Management
Systematic handling of customer relationship data, lead tracking, and pipeline updates to ensure accurate client information.
Client Onboarding
Facilitating smooth integration of new clients into the system through proper sequence triggering and follow-up procedures.
Communication Support
Maintaining professional correspondence with clients and ensuring proper documentation of all interactions within the system.
Campaign Management
Overseeing email and SMS campaigns, ensuring proper follow-up steps, and reviewing content for relevance and effectiveness.



Daily Tasks
Consistent daily attention to the following tasks ensures smooth operations and responsive client service. These activities form the foundation of effective CRM management and client communication.



Monitor CRM Notifications
Regularly check and respond to all CRM notifications including missed calls, unread messages, and incoming leads. This ensures no client communication falls through the cracks.

Review and Tag New Leads
Evaluate and appropriately tag all new leads that enter the system (e.g., Lead 3 Nurture, Needs Follow-Up) to ensure proper categorization for follow-up actions.

Check Appointment Calendar
Review the appointment calendar for new bookings and verify that automated reminders are properly scheduled for all upcoming appointments.

Update Client Pipelines
Maintain accurate pipeline status for all clients based on recent activity and interactions (e.g., moving clients from Lead to Booked to Closed stages).


These daily tasks should be performed at consistent times each day to establish a reliable rhythm. Morning checks ensure that any overnight communications are addressed promptly, while end-of- day reviews help prepare for the following day's activities. Maintaining this consistency helps prevent backlogs and ensures that client needs are addressed in a timely manner.

Documentation of completed daily tasks, particularly any unusual situations or special requests, should be noted in the appropriate project management tool to maintain transparency and accountability.

Weekly Tasks
Weekly tasks focus on system maintenance, reporting, and client relationship development. These activities ensure the ongoing health of automations and provide valuable insights to the business owner.

Audit Automations and Workflows
Thoroughly check all automated sequences and workflows for any errors, pauses, or issues that could disrupt client communications or internal processes.

Run Weekly CEO Check-In Report
Generate and distribute the Weekly CEO Check-In report using the provided template, ensuring all key metrics and notable events are accurately captured.

Send Testimonial Requests
Identify clients who have recently completed services and send them testimonial request emails following the established template and process.

Verify Onboarding Sequences
Confirm that all new clients have been properly entered into the system and that appropriate onboarding sequences have been triggered.

Review  Campaign  Follow-ups
Ensure all email and SMS campaigns have appropriate follow-up steps configured and that automated sequences are functioning as intended.

These weekly tasks should be scheduled on consistent days to establish a predictable workflow. For example, automation audits might be conducted every Monday, while the CEO Check-In report could be prepared every Friday. This consistency helps ensure that nothing is overlooked and provides a regular cadence for business review and improvement.

When completing these tasks, document any patterns or recurring issues that might indicate the need for system adjustments or process improvements. This proactive approach can help identify opportunities for optimization before they become significant problems.

Monthly Tasks
Monthly tasks focus on system optimization, content freshness, and strategic alignment. These activities ensure the CRM system remains effective and aligned with business objectives over time.


Review Email/SMS Template Library
Conduct a comprehensive review of all email and SMS templates in the library to identify and update any outdated content, broken links, or messaging that no longer aligns with current business objectives or offerings. This ensures all automated communications remain relevant and effective.

Archive Cold Leads or Create Re-engagement Segments
Identify leads that have been inactive for an extended period and either archive them to maintain database cleanliness or create specialized re- engagement segments for targeted follow-up campaigns. This process helps maintain an active, responsive database.

Coordinate with Business Owner for SOP Updates
Schedule a monthly review session with the business owner to discuss any necessary updates to SOPs, client flows, or system configurations based on evolving business needs or identified opportunities for improvement.


These monthly tasks should be scheduled at consistent times each month, ideally during periods of lower operational activity. This timing allows for thoughtful review and implementation of any necessary changes without disrupting daily client service activities.

Documentation of monthly task completion, along with any recommendations for system improvements or process adjustments, should be maintained in a dedicated section of the project management tool. This creates a valuable historical record that can inform future strategic decisions and system optimizations.

When conducting the monthly review with the business owner, come prepared with specific observations, data-backed recommendations, and prioritized suggestions to make the meeting productive and action-oriented.

Communication Standards
Maintaining consistent, professional communication is essential for effective client management and internal coordination. These standards ensure clarity, accountability, and appropriate information sharing across all channels.


Contact Tagging Protocol
Always apply appropriate tags to contacts before transferring them to the business owner. This practice ensures that contacts are properly categorized and that the business owner has immediate context about the nature of the interaction. Tags should be specific and follow the established taxonomy to maintain database consistency.
Examples of proper tags include:

[image: ]	Lead 3 Hot Prospect [image: ]	Client 3 Onboarding
[image: ]	Support 3 Technical Issue
[image: ]	Billing 3 Payment Question

Context Documentation
When escalating issues or transferring contacts to the business owner, always use comments or notes within contact records to provide essential context. These notes should be concise yet comprehensive, including:
[image: ]	Summary of the client's inquiry or issue [image: ]	Actions already taken to address the
situation
[image: ]	Relevant background information from previous interactions
[image: ]	Specific questions or decisions requiring the business owner's input
This documentation ensures continuity in client interactions and prevents the need for clients to repeat information.


Client confidentiality must be maintained at all times. Never discuss client information in unsecured channels or with unauthorized individuals. All client communications should maintain a professional, supportive tone that reflects the business's values and brand voice.

When communicating directly with clients, follow response time standards: acknowledge all messages within 4 business hours, even if just to confirm receipt and provide an estimated timeframe for a more detailed response. This practice builds trust and manages client expectations effectively.
Internal communications should be equally professional and clear. Use established channels for different types of communications, and follow any naming conventions or formatting guidelines that have been established for consistency across the team.

Tools  &  Access  Requirements
Proper system access and tool utilization are fundamental to effective VA performance. This section outlines the essential platforms, access levels, and resources required to execute assigned responsibilities.
Account Access
All VAs must have appropriate access to our platform. This access should be configured with the specific permissions needed to execute assigned tasks while maintaining appropriate security protocols. Access should be requested through the business owner or designated system administrator.
Shared Team Resources
VAs should have access to the shared team folder containing all necessary SOPs, digital assets, templates, and reference materials. This centralized resource ensures consistency in execution and provides ready access to approved materials for client communications and internal processes.
Project Management Tools
All task completion and communication logs should be maintained in ClickUp or the designated project management tool. Consistent documentation creates accountability, facilitates handoffs, and provides a searchable history of activities and decisions.


When working with these tools, VAs should follow established naming conventions and organizational structures to maintain system integrity. For example, files should be saved with standardized naming formats and in appropriate folders to ensure they can be easily located by other team members.
Regular system access reviews should be conducted to ensure that permissions remain appropriate as roles evolve. Any access issues or needs for additional permissions should be promptly communicated to the business owner or system administrator to prevent workflow disruptions.

VAs are responsible for maintaining the security of their access credentials and should follow all security protocols, including the use of strong passwords, two-factor authentication where available, and never sharing access credentials with unauthorized individuals.

Delegation Workflow
A clear delegation process ensures tasks are properly assigned, acknowledged, completed, and reviewed. This structured workflow creates accountability and maintains quality standards across all VA activities.




Task Creation and Assignment
The business owner initiates the process by creating a clearly defined task in the project management system and assigning it to the appropriate VA. Task descriptions should include specific objectives, deliverables, deadlines, and any relevant resources or references. Clear parameters at this stage prevent misunderstandings and rework later in the process.

Acknowledgment and Confirmation
Upon receiving the task assignment, the VA must promptly acknowledge receipt via Slack, email, or the designated communication channel. This confirmation should include an understanding of the requirements and timeline, as well as any clarifying questions if aspects of the task are unclear. This step ensures alignment before work begins.






Task Execution and Completion
The VA completes the assigned task according to the provided specifications and within the established timeline. Upon completion, the VA marks the task as complete in the project management tool and provides any necessary documentation or deliverables. This formal completion notification triggers the review process.

Review and Feedback
The business owner reviews the completed task to ensure it meets all requirements and quality standards. Feedback is provided as necessary, either approving the work or requesting specific revisions. This quality control step maintains high standards and provides learning opportunities for continuous improvement.


This delegation workflow should be consistently followed for all assigned tasks, regardless of size or complexity. The structured approach ensures nothing falls through the cracks and creates clear expectations for all parties involved in the process.

For recurring tasks, the initial assignment may establish an ongoing schedule, with the acknowledgment step occurring once but the completion and review steps repeating according to the defined frequency. This adaptation maintains accountability while reducing administrative overhead for predictable, routine activities.
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