
SOP Template: Communication and Updates to Patient
This SOP defines the protocol for communication and updates to patient, ensuring clear, timely, and accurate
information is conveyed regarding patient status, treatment plans, and care progress. It covers roles and responsibilities,
preferred communication channels, documentation requirements, confidentiality considerations, patient consent, and
strategies for addressing patient inquiries and concerns to enhance patient understanding and satisfaction.

1. Purpose

To ensure patients receive clear, accurate, and timely updates regarding their health status, treatment plan, and care, and
to promote effective two-way communication between staff and patients.

2. Scope

This SOP applies to all healthcare staff involved in direct patient care, including but not limited to physicians, nurses, case
managers, and allied health professionals.

3. Roles & Responsibilities

Role Responsibilities

Physicians Communicate diagnosis, treatment options, and updates; address complex patient
queries.

Nursing Staff Provide routine updates, review daily care plan, document patient communications and
concerns.

Administrative Staff Schedule appointments, relay non-clinical information, and coordinate follow-up
communications.

Allied Health
Professionals Update on specific modalities of care (e.g., physical therapy plans).

4. Communication Channels

Face-to-face discussions (preferred for significant updates)
Telephone calls (for urgent updates or remote consultations)
Secure messaging or patient portals
Written materials (handouts, instructions)
Email (where secure and consented)

5. Procedure

1. Verify patient identity before sharing information.
2. Assess patient's preferred communication method and language needs.
3. Obtain informed consent for relay of sensitive or complex information where applicable.
4. Deliver updates in a clear, compassionate, and jargon-free manner.
5. Allow opportunity for patient questions and confirm understanding.
6. Document all significant patient communications in the health record, including date, time, summary, and

participants.
7. If unable to answer, refer to appropriate staff member and document follow-up.
8. Ensure all communications comply with privacy/confidentiality standards (e.g., HIPAA).



6. Documentation

Record all patient interactions providing updates or discussing care in the medical record.
Include content of communication, patient's questions, and any follow-up actions.
Securely store all written communication and correspondence.

7. Confidentiality & Consent

Confirm consent before disclosing any information to family or third parties.
Use secure communication channels for transmission of patient health information.
Adhere to organizational and legal privacy standards at all times.

8. Addressing Patient Inquiries and Concerns

Listen actively and acknowledge patient concerns.
Provide accurate answers or guidance; seek support from appropriate staff if necessary.
Document inquiry and response, escalate unresolved issues per protocol.
Encourage ongoing patient feedback to improve communication.

9. Review and Training

Provide staff with periodic training on effective patient communication and confidentiality.
Review SOP annually or as required by changes in regulation or organizational policy.

10. References

Organizational Communication Policy
Privacy and Confidentiality Guidelines (e.g., HIPAA)
Patient Rights and Responsibilities Charter
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