
SOP: Customer Complaint Acknowledgment and
Active Listening
This SOP describes the process of customer complaint acknowledgment and active listening, emphasizing the
importance of promptly recognizing customer concerns, demonstrating empathy, and effectively listening to understand
the issue fully. It outlines steps to ensure customers feel heard and valued, enhances communication skills for handling
complaints, and promotes resolution strategies to improve customer satisfaction and loyalty.

Purpose
To establish a standardized approach for acknowledging customer complaints and ensuring active listening, so
customers feel heard and valued. This supports effective complaint management and enhances customer loyalty.

Scope
This SOP applies to all customer service representatives and employees who handle customer complaints across all
communication channels (in-person, phone, email, chat, etc.).

Responsibilities
Customer Service Representatives: Properly acknowledge complaints and apply active listening skills.
Supervisors/Managers: Ensure staff are trained on these procedures and monitor compliance.

Procedure
1. Prompt Acknowledgment

Respond to the customer's complaint as soon as it is received, verbally or in writing.
Thank the customer for bringing the issue to your attention.
Use phrases such as â€œThank you for contacting usâ€​ or â€œWe appreciate your feedback.â€​

2. Demonstrate Empathy and Respect
Express understanding of the customer's concern (e.g., â€œI understand how frustrating this must be
for you.â€​).
Remain polite, respectful, and professional at all times.

3. Active Listening
Focus fully on the customer; do not interrupt.
Allow the customer to explain the issue completely before responding.
Use verbal and non-verbal cues (e.g., â€œI see,â€​ nodding) to show engagement.

4. Clarify and Confirm Understanding
Summarize the issue back to the customer to ensure understanding (â€œSo what I'm hearing is...â€​).
Ask open-ended questions if more information is needed.

5. Document the Complaint
Record all relevant details promptly in the company's complaint tracking system.
Include the customer's contact information, complaint details, and steps taken.

6. Inform Next Steps
Let the customer know what will happen next and provide a timeframe for action or resolution.
Offer contact information for further inquiries.

7. Follow Up
After the issue is addressed, follow up to ensure the customer is satisfied with the resolution.

Best Practices
Remain calm and attentive, regardless of the customer's tone or emotional state.
Avoid defensive or dismissive responses.
Customize responses to each customer situation; avoid â€œscriptedâ€​ acknowledgments.
Continuously develop communication and active listening skills through training and feedback.



References
Company Customer Service Policy
Complaint Management Training Materials

Note: This SOP should be reviewed annually and updated as necessary to reflect best practices and changes in
company policy.
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