
SOP Template: Taking and Clarifying Customer Orders
Accurately
This SOP provides detailed guidelines for taking and clarifying customer orders accurately, ensuring clear
communication, minimizing errors, and enhancing customer satisfaction. It covers steps for listening attentively, confirming
order details, verifying product availability, addressing customer questions, and documenting orders correctly. The
procedure aims to streamline the ordering process, reduce misunderstandings, and improve overall service efficiency.

1. Purpose
To provide a standardized process for accurately taking and clarifying customer orders to improve order accuracy, reduce
errors, and enhance customer experience.

2. Scope
This procedure applies to all team members involved in receiving, processing, and documenting customer orders across
all sales channels.

3. Responsibilities
Customer Service Representatives: Responsible for following this SOP when interacting with customers and
processing orders.
Supervisors/Managers: Responsible for ensuring staff are trained and that procedures are followed.

4. Procedure
1. Greet and Engage Customer

Welcome the customer courteously and state your name and role.
Ask how you can assist with their order and listen attentively.

2. Listen and Clarify
Allow the customer to explain their request without interruption.
Ask clarifying questions as needed (e.g., quantity, size, color, customization).

3. Confirm Order Details
Repeat key order details back to the customer for confirmation.
Verify spelling of names, addresses, and any specific requirements.

4. Verify Product/Service Availability
Check inventory or system for product/service availability.
Inform the customer of any limitations, alternatives, or expected delivery times.

5. Answer Customer Questions
Respond clearly to any questions regarding products, pricing, delivery, or policies.

6. Document the Order
Enter all order details accurately into the order management system or order form.
Ensure all relevant fields (customer info, items, quantities, special requests) are completed.

7. Confirm and Finalize
Review the complete order with the customer and confirm all details.
Obtain customer confirmation (verbal or written).
Provide the customer with an order confirmation number or summary.

8. Close the Interaction
Thank the customer for their order.
Provide information on next steps, expected timelines, and contact details for follow-up.

5. Documentation
Accurately record all customer orders in the designated order management system or order forms.

Order Field Description

Customer Name/Contact Full name, phone number, email, and/or address



Order Date/Time Date and time the order was placed

Product/Service Details Item names, SKUs, quantities, variants, etc.

Special Instructions Any customization or special requests noted

Order Confirmation Order number and/or confirmation method

6. Quality Control
Regularly audit completed orders for accuracy and completeness.
Provide feedback and retraining as needed.

7. References
Order management system manual
Product catalog
Customer service training materials

8. Revision History

Version Date Description Author

1.0 2024-06-01 Initial SOP issue Team
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