Standard Operating Procedure (SOP)

Greeting and Welcoming Visitors and Clients

This SOP details the procedures for greeting and welcoming visitors and clients, emphasizing the importance of
creating a positive firstimpression, ensuring courteous and professional interactions, providing clear directions and
assistance, and maintaining a secure and welcoming environment. The goal is to enhance visitor experience, build strong
client relationships, and uphold the organization's reputation through consistent and friendly communication practices.

1. Purpose

To establish a consistent, professional, and friendly process for greeting and welcoming all visitors and clients at the
organization's facility.

2. Scope

This procedure applies to all staff responsible for front desk, reception, or any initial point of contact with visitors and
clients.

3. Responsibilities

¢ All reception and front desk personnel must adhere to this SOP.
¢ Managers must ensure team members are trained on these procedures.

4. Procedure

¢ Preparation:
o Ensure the reception area is clean, organized, and welcoming.
o Wear appropriate business attire and display identification badges.

Initial Greeting:
o As soon as a visitor enters, make eye contact and greet them within 10 seconds.
o Use a polite and friendly tone. Example: &€ceGood morning! Welcome to [Organization Name]. How
may | assist you today?a€
o Stand up if seated, smile, and offer assistance.

Identification and Registration:
o Ask for the visitor's name and purpose of visit.
o Check appointment details, if applicable.
o Request the visitor to sign the visitor log or complete the digital check-in process.
o [ssue a visitor badge, if required.

Assistance and Direction:
o Provide clear directions to the meeting location or waiting area.
o Offer refreshments or reading material if a waiting period is anticipated.
o Notify the host of the visitor's arrival promptly.

Security and Confidentiality:
o Ensure visitors remain in authorized areas.
o Escort visitors if necessary, especially in restricted or unfamiliar areas.
o Respect visitor privacy and maintain confidentiality at all times.

Closing Interaction:



o Thank visitors for coming and wish them a good day as they leave.
o Collect visitor badges and ensure proper check-out procedures are followed.

5. Documentation

e Maintain visitor logs as per organization policy.
¢ Record any incidents or unusual occurrences.

6. Review and Training

¢ Review this SOP annually and update as required.
¢ Provide regular training to all front-line staff on customer service and security protocols.

7. Appendix: Sample Greeting Scripts

e a€ceHello, welcome to [Organization Name]. How may | help you?a€
e a€ceGood afternoon, thank you for visiting us. Do you have an appointment?a€
e a€cePlease let me know if you need any assistance during your visit.a€
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