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Using the style guide heac. Z il alst
allow you to create an auto~xble 0;
contents by clicking““Wacence\from the
MSWord menu Jr.

Right click ar’_glick 4 pdate Field’ to
refresh.

sd by the new owner. This same template can be used
over and over again for of documents just by updating a few key fields.

s your Training Video

In certain areas t this document, you will see text boxes and call outs, like this one and the
one in the header abo oviding some tips, tricks, guidance and suggestions to help you out.
Simply delete these callouts and text boxes (like this) that contain instructions prior to finalizing
your document. If you purchased the premium version of this template, you will also have access to
a video explaining how to update and customize each section of this document.

All sections in this document are editable. Utilizing the Style guide above for headers and the
Design table for overall color selection can really help maintain your professional look.

For additional training and instruction, you may want to consider our interactive, self-paced, 4 hour
deep dive course, Policies and Procedures Made Simple.
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services. It is designed to provide clarity, consistency, and st ' NSUTTNg that a m members are
equipped to perform their roles effectively while upholding the standards that define our company.

At Tempest, we pride ourselves on delivering tailored solutions that drive success for our clients. This
manual reflects our commitment to excellence, collaboration, and consinuous improvement, providing a
framework that supports our mission and core values.

The purpose of this Operations Manual is to:

e Establish clear policies and procedures for all areas of our bt siness.

e Promote efficient and effective operations across ac,. iment.

e Support consistent delivery of high-quality servit es to our ciic

e Serve as a reference for training, decision-mz{ .ing, ang)troubleshooting.

Who Should Use This Manual

This manual is intended for all team membersafroni »nsultari * .o administrative staff, as well as any
stakeholders who may need insight into our op. :ationai_wocesses. Whether you are new to the team or
a seasoned professional, this document is a valua_ ‘e resource for understanding how we work and
ensuring alignment with our standardst

Core Sections

The manual is organized into sect. s, ef _h addressing a critical aspect of our operations, including but
not limited to:

e Team responsibili . es

e Data security and'« »fid _iitiav.o, Policy

e C(Client engagammat anc yroject management
e Internal ¢/ nmun; ation pi< Jocols

e Financial'« ».adn nistrative procedures

Commitment to Excengmce
By adhering to the guidelines and processes outlined in this manual, we ensure that [Your
Consulting Company Name] continues to set the benchmark for consulting services in our
industry. Your role in following and contributing to these standards is vital to our shared
success.

Thank you for your dedication to our mission and your commitment to
excellence. Let this manual be your guide as we work together to achieve
outstanding results for our clients and our company.

Sincerely,
Andy Ziegler
CEO, Tempest
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Roles and Responsibilities

Organizational Structure
President

Sales ar\d Adminstrator Ot =rations
Marketing IVicnager

Use “Smart Art” graphics in word

for professional org charts, lists, Ad Vi OIS

process flows and infographics.
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Job Descriptions:

CEO
Responsibilities

> Strategic Leadership: Develop and implement the company's vision, mission, and long-term
strategic goalsto e e sustained growth and market leadership.

> Client Relationship Mandg at: Cultivate and maintain strong relationships with clients,
fostering trust and driving repé opportunities.

> Business Development: Identify ands s 0ew marke
Tempest's services and client base.

> Financial Oversight: Manage the company’s fing
forecasting, and ensuring profitability.

» Team Development: Lead, mentor, and inspire the exec
potential and align with company objectives.

> Operational Excellence: Ensure the smooth execution of a It is arso ok for the same person

efficient processes and systems. -5 have multiple roles/titles,
> Market Positioning: Represent Tempest as the ! becially in the early stages of a

Customize all of your companies
job descriptions. It is fine to start

\t with something short and
sw.ret and add or build on it over
time

new business. &

evolving client needs.
» Compliance and Risk Management:

1. Experience: Minimum of 1

preferred).
3. Skills: Exc
4. Leadersh’
and influe

and client relatio o management.
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Marketing Manager
Responsibilities

>

Strategic Marketing Planning: Develop and execute comprehensive marketing strategies that
align with Tempest’s goals and drive business growth.

> Brand Management: Oversee the development and consistency of Tempest's brand identity
across all marketing channels.

> Content Creation: Lead the creation of high-quality, engaging content, including blogs, case
studies, and white papers, to establish Tempest as an industry thought leader.

> Digital Marketing: Manage digital campaigns, including SEO, P2C, email marketing, and social
media, to increase brand visibility and client engagement.

» Market Research: Conduct market analysis to identify trends, cliei \needs, and competitor
strategies to inform marketing efforts.

> Client Outreach: Develop and implement targeted campaig: »to ate...new clients and nurture
existing relationships.

» Event Coordination: Plan and execute industry/ vents, webi..= nd networking opportunities
to promote Tempest’s services.

» Performance Analytics: Monitor and analyze 1 k< (ing performance metrics, providing
actionable insights to optimize campaigti:

> Collaboration: Work closely with the ¢ \les ai. »sonsulti. g teams to align marketing initiatives
with business development objectives.

> Budget Management: Oversee the marke ng budget to ensure efficient allocation of resources
and maximum ROI.

Qualifications

1. Experience: Minimum of 5y %, in marfzting, preferably within consulting or professional
services industries.

2. Education: Bachg ur’'s de ree in Marketing, Communications, or a related field (MBA or
advanced certificav s e a pi ).

3. Skills: Stronammertise digital marketing tools, analytics platforms, and CRM software.

4. Creativity’ Provel ability tc lreate compelling campaigns and innovative strategies that drive
engageme.

5. Collaboration." cellent communication and teamwork skills to effectively partner with internal

Standard Operating Procedures

Page 5 of 10



Standard Operating Procedures

Standard Operating Procedure \

Company Name: Tempest
Version # 1 Revisign Date 1/1/2025

Client engagement and project management
Clients are the lifeline of our business, and exceptional service is non-
Standard Operating Procedures focuses on our clients, how we j
them with services and products.

This section of the

An optional header like this can help you
stay organized, but it is not necessary.

Section Outline . _ .
Information headers like this are often

e lLead Sources required in technical and regulated
e C(Client Engagement Procedure Overview companies.

e Introduction meeting

e Review products and services
e Contract negotiation and offer
e Project Execution

e Project Close

e Communication Guidelines

10 Key Customer Service Standards
1. Timely Responses — Address client inquiries
Professionalism — Maintain a courteous

hours and provide regular updates.

3. Clear Communication — Use concise, i and document key discussions.
4. Customized Solutions — Tailor services client’s unique needs and goals.

5. Quality Deliverables — Ensure all work is tailed, and meets agreed standards.
6. Integrity and Confidentiality — practices and protect client information.

7. Follow-Up Support — Cond ure satisfaction and address concerns.

8. Prompt Problem Resolu Ive complaints efficiently with actionable solutions.

9. Empathy and Understan uine interest in client challenges and goals.

10. Proactive Engagem
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Client Engagement Procedure Overview

1. Initial engagement

2. Introduction Meeting
3. Project Execution

4. Project Close

Sales Process Project Process Project Close

START After client accepts confract and pays deposit

E— 1

Email or other Direct
Referral

» Project is Complete

Lead
Source

documentsftemplates to it

Set up folder and save client ‘

Revii 1 i tries i

| ) \. | eview a ;no;e:lacyes o ensure w
-1 > O ]

/ Schedule Zoom Intro Session h g Zzoom Send final invoice.

|

1. Create "Prospect” in Salesforce @

2. Introduce yourseif and Tempest

|

3. Meet client and gather project
details

|

4. Provide verbal time and cost
estimate

h 4
5. Send proposal and deposit @

6. End call and follow up with
notes/next steps

Once final inveice is paid, mark
project as "complete”

END

Deliver project ‘

Client Changes

A$
ﬁ?
Client
Approves

Complex processes can be developed into visual
workflows like this one developed on

Send Client personal thank diagrams. net.
opportunity and offer our se

they need us in the fut

Fa

The team at Tempest Risk Management can
develop custom workflows like this for your

company.
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1. Initial engagement
1. Initial Contact
a. ldentify potential clients through referrals, research, or networking.
b. Collectsskgir contact information (email, phone, etc.).
c. Draft a profe s0d personalized email or message tailored to the client’s industry
and potential needs.

Send the Initial Email Customize step by step procedures
Use a clear subject line like “Introd for all of your company
Goals.” operations.

f. Introduce yourself, mention how you found the
meeting.
2. Follow-Up on Initial Contact
a. Ifthere’s no response within 3 business days, s¢
b. Emphasize your interest in discussing how you
3. Schedule the Meeting
a. Use ascheduling tool (e.g., Calendly) to make it easy for the client to choose a
convenient time.
b. Confirm the date, time, and format (e.g., Zoom, in-person).
Email a calendar invite with the meeting details, agenda, and a brief company overview
document.
4. Research the Client. Review the client’s industry, competitors, and potential pain points to tailor
your approach.
5. Prepare for the meeting
a. Develop a presentation or talking points about your services and their benefits.
Create a checklist of questions to uncover the client’s specific needs.
Conduct a Test Run

PRO TIP: Keep it Consistent. Use
numbers for step by step
“procedures” and bullets for
“policies” or lists.

-0 oo o

Test the video conferencing software or meeting set Pasting in images will give your
Send a Reminder document a professional and
Email or text the client a day before the meeting to ¢ engaging look and feel.
final details.

PRO TIP: Copy images from your
website. Re-use materials that
you already have developed.
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