SOP Template: Order Taking and Customer Service
Protocols

This SOP details the order taking and customer service protocols, encompassing the processes for accurately
receiving customer orders, verifying order details, and ensuring timely and efficient processing. It includes guidelines for
effective communication, handling customer inquiries and complaints, maintaining professionalism, and delivering
exceptional service to enhance customer satisfaction and loyalty. The objective is to standardize interactions, minimize
errors, and promote a positive customer experience throughout the order lifecycle.

1. Purpose

To standardize the procedures for order taking and customer service to ensure accuracy, professionalism, and customer
satisfaction.

2. Scope

This SOP applies to all employees responsible for receiving, processing, and managing customer orders and
communications.

3. Responsibilities

¢ All customer service staff must adhere to this SOP during customer interactions.
e Supervisors are responsible for training and monitoring compliance.
¢ Management must regularly review and update the SOP as needed.

4. Procedures

4.1 Order Taking

1. Greet the customer courteously using their name if available.

2. Listen attentively and confirm the customer's requirements.

3. Record the order accurately in the order management system, capturing all required details (product, quantity,
special requests, delivery/pickup information).

4. Read back the order details to the customer for verification.

5. Confirm payment method and process payment as applicable.

4.2 Verifying Order Details

1. Double-check that all details (item, quantity, price, delivery address, contact information) are correct.
2. Seek clarification from the customer if any information is unclear or incomplete.
3. Provide an estimated delivery or pickup time.

4.3 Processing Orders
1. Enter order into the relevant system promptly upon confirmation.
2. Notify relevant departments (kitchen, warehouse, dispatch) as necessary.
3. Monitor order status to ensure timely fulfilment.
4.4 Handling Customer Inquiries
1. Respond to inquiries promptly and courteously.
2. Provide accurate information to the customer.
3. Ifunable to resolve the inquiry, escalate to the appropriate team or supervisor.
4.5 Handling Customer Complaints
1. Listen actively and empathize with the customer.
2. Record the complaint details in the system.
3. Offer solutions within company policy or escalate if necessary.

4. Follow up to ensure resolution and customer satisfaction.

4.6 Maintaining Professionalism



e Use polite language and positive tone at all times.
e Refrain from arguing or blaming.
¢ Respect customer privacy and confidentiality.

5. Documentation

e Order details must be recorded accurately in the order management system.
e Customer feedback and complaints should be logged for future reference and improvement.

6. Key Performance Indicators (KPIs)

Order accuracy rate
Customer satisfaction score
Order processing time

Rate of complaint resolution

7. Review and Training

¢ Regular refresher training sessions to be conducted for staff.
e SOP to be reviewed annually or as required.

8. References

e Company Customer Service Policy
¢ Order Management System Manual

9. Revision History

Date Version Description Author

2024-06-14 1.0 Initial SOP Creation Customer Service Manager
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