
SOP: Customer Greeting and Order Initiation
Protocol
This SOP details the customer greeting and order initiation protocol, including friendly and professional customer
welcomes, verifying customer needs, providing product or service information, accurately recording order details,
confirming order specifics, and ensuring a smooth transition to order processing. The aim is to enhance customer
satisfaction, improve communication efficiency, and establish a positive initial interaction that sets the tone for the
entire service experience.

Scope
This SOP applies to all customer-facing staff involved in customer greeting and order initiation.

Responsibilities
All front-line associates
Supervisors and managers (for training and compliance monitoring)

Protocol Steps
1. Greet the Customer:

Smile and make eye contact.
Use a friendly and professional greeting (e.g., â€œGood morning! Welcome to [Business Name].
How may I assist you today?â€​).

2. Identify and Verify Customer Needs:
Listen attentively to the customer's initial statement.
Ask clarifying questions if needed (e.g., â€œCould you please specify what you're looking for
today?â€​).

3. Provide Product or Service Information:
Offer clear and relevant information about products or services matching customer needs.
Answer any questions promptly and accurately.

4. Record Order Details Accurately:
Confirm items, quantity, and any specifications with the customer.
Enter details into the order system or order form clearly and completely.

5. Confirm Order Specifics:
Read back the order details to the customer for confirmation.
Make corrections if necessary and reconfirm.

6. Transition to Order Processing:
Thank the customer for their order.
Inform them of the next steps and expected timelines.
Provide contact information for any further inquiries.

Best Practices
Always maintain a positive and courteous demeanor.
Be attentive and patient, especially if clarification is needed.
Keep communications clear, concise, and professional.

Record Keeping
Ensure that all customer interactions and order details are documented as per company policy to support order
accuracy and tracking.

Review and Continuous Improvement
This protocol will be reviewed semi-annually and updated as needed to reflect best practices and customer feedback.
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