
SOP Template: Answering Incoming Calls Promptly
and Politely
This SOP emphasizes the importance of answering incoming calls promptly and politely, outlining procedures to
ensure all calls are greeted warmly, handled efficiently, and directed appropriately. It aims to enhance customer service,
maintain professionalism, and improve communication within the organization.

1. Purpose

To establish a standardized procedure for answering incoming telephone calls to ensure promptness, professionalism,
and customer satisfaction.

2. Scope

This procedure applies to all staff responsible for answering incoming phone calls within the organization.

3. Responsibilities

All Staff: Answer calls promptly and courteously.
Supervisors: Ensure staff are trained in this SOP.

4. Procedure

1. Prompt Response:
Answer incoming calls within three rings.
If unable to answer immediately, use an appropriate greeting on voicemail or call hold system.

2. Polite Greeting:
Begin with a courteous greeting (e.g., â€œGood morning, [Company Name], this is [Your Name], how
may I help you?â€​).
Smile when speaking, as this can enhance the tone of your voice.

3. Active Listening:
Listen attentively to the caller's request or concern without interrupting.
Ask clarifying questions if necessary.

4. Assistance & Direction:
Address the caller's needs efficiently. If transferring, explain the process and announce the caller to the
next recipient.
Thank the caller for their patience during transfers or holds.

5. Professional Closure:
End the call with a polite closing statement (e.g., â€œThank you for calling, have a great day!â€​).

6. Documentation:
Record important information from calls as required by department policies.

5. Training

All staff must undergo initial training and periodic refreshers on professional phone etiquette and procedures outlined in
this SOP.

6. Review



This SOP will be reviewed annually or as necessary to reflect changes in procedure or organizational policy.
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