


QBR master agenda



[bookmark: _Toc52287976]intro/welcome
First things first, you want to do the obligatory welcomes and set the stage for what is to come. Make sure you are in control of the meeting and the agenda right from the beginning.
	agenda item
	actions/notes
	done?

	welcome / pleasantries
Lead the way by kick starting the meeting. If the client wants to ask questions immediately, respectfully let them know that we have a dedicated section later to run through any questions so that they don’t get missed. Take a note to remind yourself to ask them about their questions later on.

	
	□

	run through the why QBR’s are important (1minute)
It’s important to continually re-iterate why these meetings are important. Make sure they realize that these QBRs are about THEM and not you. Talk to them about why things like Technology Alignment / Roadmaps / Budget Planning are important to the future of their business (e.g. higher uptime, less issues, higher team productivity, faster innovation, security, etc). Review the Beauty of QBRs lesson in The QBR Workshop for loads more reasons.

	
	□

	run through agenda (1 minute)
Run through the basic overview of your agenda for the day and ask if they have any items they want to add on to the end. Talk about why it’s important to stick to the agenda and if something comes up (which it likely will), we simply agree to take a note and either deal with it at the end, or schedule in a dedicated time to deep dive into it at a separate time.
	
	□



[bookmark: _Toc52287977]reflect on the past 
Approx. 10% of the time we should look in the rear-view mirror with our clients to reflect on what has happened and see if there are any learning we can extract. Do not spend too much time reflecting on the past. The main point of a QBR is to focus on the future.
	agenda item
	actions/notes
	done?

	wins/success stories
A great way to officially kick off the meeting is to talk about some good news. So, if there’s been any wins or success stories since the last QBR, talk about them here. This could be a security threat mitigated, a project’s successful completion, some great client feedback etc. Ask the client if they have any wins they’d like to share with you from working with you (it can be about their Technology or just Business in general).

	
	□

	talk about metrics
Talk about any metrics that are important. Know though that most clients will care very little about the minutiae of metrics like this, so don’t spend too long here at all. Some basics you might like to cover are: 
SLA Adherence or Average Response Times
CSAT Scoring
Ticket Types
Ticket Volume
Highest Users (some clients love this one)
Patch/Update/Backup/DR Status
Remember, this QBR Meeting is 90% about them and 10% about you, so you typically should not spend any more than 5-10 minutes here.

	
	□


[bookmark: _Toc52287978]REVIEW the current
It’s now time to talk about the Current State of Play. Again, we don’t need to spend too long here – it’s just a simple snapshot to make sure that everyone is on the same page for that’s currently happening (open projects etc).
	agenda item
	actions/notes
	done?

	open projects review
If there’s any open projects, do a quick recap/review of them here to confirm with the client that they’re all where they expect them to be in terms of timeframes, deadlines, etc. 

Important: don’t deep dive into the minutiae of the Projects here – that should happen at another time.

	
	□

	unresolved issue review
If there’s any unresolved Issues, Tickets or  Service Requests that need to be brought up officially, here’s the time to do that. You could print out a “Tickets Waiting on Client” report from your PSA / Ticketing tool for this section.
Make sure to ask them if they have any issues they believe are unresolved here as well so you can make sure you have them on your plate. 

	
	□

	compliance discussion
Run through any Compliance Issues with the client. For example, if they need to confirm with a regulation framework like HIPAA, run through their compliance level and highlight any potential gaps. 

If there are gaps to be filled, make sure they make their way onto the Roadmap as a Project.

	
	□




	highlight any risks
If there’s any risks that you have discovered or highlighted that the client needs to be aware of, run through them here. Make sure there are associated items on their Projects List or Roadmap for these risks to be mitigated. 

You will often need to include some Education here if a client isn’t aware of the ramifications of what the risk includes. Especially around things like Cybersecurity. Use this section as a platform to share stories of what could happen if the risk is not mitigated AND what likely business cost is going to be.

Also ask the client if they have any Risks in their business at the moment that they are concerned about that you should be aware of.

	
	□

	pain point discussion
Ask them about any pain points they have in their business. Don’t limit this to just Technology items. Ask them about any 
Business pain points they might have as you may be able to help solve it with Technology or point them in the direction of another Partner Company or Vendor that can help solve it for them  (e.g. a custom Software Development House).
	
	□





[bookmark: _Toc52287979]plan for the future
This is the meat of the session and where you should spend the most time. You should be using this section to paint an exciting vision for where you are taking your Clients on their Technology journey. 
	agenda item
	actions/notes
	done?

	future plans / projects / GOALS
Ask them about their Future Business Plans / Projects & Goals. Do they have any major projects coming up? Mergers, Acquisitions, New Products, or Service Offerings, Office Moves, etc. 

What are their Growth Goals? What are their Business Objectives? What is their Vision for the next 1, 3, 5, 10 years? Probe for as much as you can here to work out how you can help them align Technology to support those goals.

Don’t get too stuck in the weeds here talking about the details of the projects, instead use this section as a spot to really understand the levers in their business and take a note to schedule in some future time to deep-dive into a Project Briefings (at a different time to the QBR) for any detailed planning work that’s needed.

	
	□

	refresh cycles
Run through any Warranty Reports or Software End of Life options with the client and make sure plans for replacement of everything is included in the clients Roadmap. You can use tools such as Warranty Master to assist with generating these reports.

You may need to include some Education in this point around the hidden costs of using old / out of date / end of life hardware and software. 

	
	□

	REVIEW their it roadmap
This is the most important piece of all. You should always have a Technology Roadmap for your clients and here is where you present the latest version to them and review / adjust any inclusions and timing. 

The Technology Roadmap can be as simple as an Excel or Word Document or you can use one of the amazing dedicated tools available to MSPs to help with Roadmap planning (check out The QBR Vendor List for a comprehensive list). 

The first of the two primary objectives of a Roadmap is to make sure that you have a documented plan in place to help them better use Technology to achieve their Business Goals.

The second (and equally as important) primary objective of a Technology Roadmap is to have an agreed path (between you and your client) for how you will take their Technology towards 100% adherence of your Recommended Technology Platform / Stack.

If you haven’t already, make sure you review the Roadmap Lesson in The QBR Foundations Workshop to show you some ways on how you can approach this. 

	
	□

	PRESENT their it budget
You should present them with their latest IT Budget and ask if there are any alterations they would like to make. This step ties into their IT Roadmap and many of the dedicated QBR/QBR tools that serve the MSP Industry have great processes to help out with this that show Projects and Budgets in one nice and easy Kanban style board.

If you have decided to not use one of the dedicated MSP QBR Tools, then there is a simple Excel spreadsheet called The IT Budget Template available in the Tribal Library that you can use here. It’s very simple to use.

	
	□

	important news
Run through any important Industry News, New Product Announcements or News from your MSP that would be good for them to know. 

Examples of the style of news to talk about are things like New Product Offerings from you, Vendors releasing New Features that would be very beneficial to them and Substantial Increases in Global Cybersecurity Threats.

	
	□



[bookmark: _Toc52287980]CONVERSATION PROMPTS
If you’re struggling to come up with conversation ideas, here’s some prompt questions you can add to your arsenal that will help to start some great conversations around areas you can focus on:

If you could wave a magic wand and solve 1 problem or challenge completely that you have in your business, what would it be?
What part about your Technology drives either you or your team crazy?
Tell me about your Business Goals & Objectives for the next XX months / years?
What’s the least profitable part of your business and why?
What’s the most profitable part of your business and why?


[bookmark: _Toc52287981]wrap-up
Right, we’re at the end. Hopefully you’ve just had an amazing, business level discussion with your client and they’re feeling informed, confident and excited about the future. Now it’s time to wrap things up.
	agenda item
	actions/notes
	done?

	run through their items
If they highlighted any items for discussion at the beginning of the agenda or thought of anything as you went through the meeting, run through them here. Answer immediately where possible. If you don’t have an answer to any of the questions, simply take a note and let them know you’ll get back to them with the answer to this one in X days.

	
	□

	recap the action points
Run through all the Action Steps you’ve taken from the meeting along with their Action Steps to make sure you’re both aligned on what the outcomes are.

	
	□

	schedule the next QBR
If it’s possible, schedule the next one while you’re here. If you do that, make sure you put a system in place to NOT send the Automatic Scheduling Email <needs link> as it’ll only confuse your Client.

	
	□

	ask FOR FEEDBACK
Here’s your chance to gather feedback on how the client currently perceives you and your business. You might want to consider positioning this question like:

“As you know, we’re always striving to innovate, grow and improve our business every day and we thrive on feedback. Is there any feedback you have about process or our service overall that I can take back to the team?”

	
	□

	ask for referrals
Now is often a good time to ask for Referrals. One way you can position this is by saying, “Mr./Mrs. Client – I have to say, I really do enjoy working with you on this stuff as you really appreciate Technology and the impact it has on your business. As you know – we’re always looking to serve other businesses like we do yours, do you have any colleagues or partner companies that you’d be happy to introduce me to? 

	
	□


[bookmark: _Toc52287982]
BACK AT THE OFFICe
Make sure you turn all the Discussion Points into Action Items. Do NOT let these lapse or you will lose the trust & faith of your Client.
	agenda item
	actions/notes
	done?

	UPDATE ROADMAP / BUDGET
If any changes were made to their Roadmap or Budget, update them and send your Client an updated copy.

	
	□

	DELEGATE OPPORTUNITIES
If any Sales Opportunities arose, either Delegate the creation of Quotes / Proposal to the Sales Admin person in your Business (ideal) or if you don’t have this Role in your business yet, create tasks to create the Quotes & Proposals yourself. 

	
	□

	CREATE ANY TICKETS
If any Service Requests were highlighted during the QBR, go and enter them into your PSA Tool / Ticketing System now.

	
	□

	BRIEF THE TEAM
If there’s anything you need to do 
	
	□

	CONTACT ANY referrals
If they gave you any Referrals whilst you were there, get in contact with that Referred Client.

	
	□

	SEND A THANK YOU GIFT
If the Client gave you any Referrals whilst you were there, make sure you send them some sort of Thank You gift to show your Appreciation. Don’t ever wait until you “close the deal” or “talk to the referred prospect” as that’s too late. You should always reward a referral action immediately.

	
	□

	WRITE SOME NOTES
You should write some notes about the important parts of the meeting / Action Points / Discussions in your CRM / PSA / Ticketing system against that client so you can easily refer to them down the track. 

If you took minutes in the meeting (helpful, but not necessary), save them in the Client Files.

	
	□

	ADJUST YOUR PROCESS
If you have any tweaks / adjustments to your businesses QBR process after running through this QBR, then go and update your SOPs / Processes.
 
	
	□
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