Standard Operating Procedure (SOP): Customer
Service Protocols for High-Traffic Periods

Purpose: This SOP details customer service protocols for high-traffic periods, focusing on effective
communication, efficient queue management, prioritization of customer needs, staff allocation and training, use of
technology to streamline service, handling customer complaints and feedback promptly, and maintaining a positive
customer experience during peak times. The goal is to ensure customer satisfaction, reduce wait times, and
optimize operational efficiency during busy periods.

1. Scope

This SOP applies to all customer-facing staff, supervisors, and managers during high-traffic periods (e.g., holidays,
promotions, peak business hours).

2. Definitions

¢ High-Traffic Periods: Times when customer volume exceeds average business levels and may impact service
wait times.

* Queue Management: Processes used to organize and assist customers in line for service.

¢ Escalation: The process of transferring a customer issue to higher-level staff for resolution.

3. Protocols

3.1 Communication

¢ Greet customers promptly and acknowledge their presence, even if service will be delayed.
¢ Provide regular updates on estimated wait times.
¢ Display clear signage regarding queue processes and expected delays.

3.2 Queue Management

Activate all available service points/counters/registers during peak hours.

Assign a staff member as a queue coordinator to manage lines and assist with customer queries.
Encourage use of digital queue or reservation systems, if available.

Offer alternate options for immediate needs (e.g., express lines for simple transactions).

3.3 Prioritization of Customer Needs

¢ |dentify and prioritize customers with urgent needs or accessibility requirements.
¢ Proactively assist customers with special needs (e.g., seniors, parents with infants).

3.4 Staff Allocation & Training
¢ Prepare a staff schedule in advance to ensure adequate coverage during expected high-traffic periods.

¢ Provide refresher training on de-escalation, queue management, and conflict resolution before peak times.
e Assignroles (e.g., greeters, coordinators, floor walkers) to increase coverage and efficiency.

3.5 Technology Integration

e Utilize point-of-sale and queue management software to track customer flow and reduce bottlenecks.
e Encourage customers to use self-service kiosks and online platforms when appropriate.

3.6 Handling Complaints and Feedback
¢ Empower frontline staff to resolve minor complaints immediately.
e Escalate significant or unresolved issues to supervisors promptly.
¢ Collect feedback via physical/online forms to identify recurring issues and improvement areas.

3.7 Maintaining a Positive Customer Experience



e Remain calm and courteous under pressure.
¢ Recognize and thank customers for their patience.
¢ Maintain a clean and welcoming environment even during busy periods.

4. Roles & Responsibilities

Role Responsibilities
(S;’::a i’;omer Service Follow SOP protocols, communicate effectively, and report/escalate issues as necessary.
; Schedule and allocate staff, provide training, support escalated customer issues, monitor
Supervisors/Managers .
operations.
Queue Coordinator Manage customer lines, provide information, identify and assist priority customers.

5. Review & Continuous Improvement
e Conduct brief team debriefs after each high-traffic period to discuss what went well and what could improve.
¢ Analyze feedback and performance data to update SOPs and staff training as needed.

6. References
e Customer Service Training Manual

e Company Queue Management Policy
¢ Feedback/Escalation Guidelines
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