
SOP Template: Providing Accurate Information or
Instructions to Callers
This SOP details the process for providing accurate information or instructions to callers, emphasizing the
importance of clear communication, active listening, verifying caller information, and delivering precise responses. It aims
to ensure that all callers receive reliable and relevant information promptly, enhancing customer satisfaction and reducing
misunderstandings or errors during interactions.

1. Purpose

To establish a standardized process for delivering accurate information and instructions to callers, ensuring consistency
and clarity in every customer interaction.

2. Scope

This SOP applies to all staff responsible for handling inbound telephone inquiries and providing information or assistance
to external and internal callers.

3. Responsibilities

Staff must follow this procedure during all calls.
Supervisors should ensure team members are trained and compliant with this SOP.
It is the responsibility of each caller handler to provide accurate and relevant information at all times.

4. Procedure

1. Greet the Caller
Use a polite and professional greeting, stating your name and organization.

2. Verify Caller Information
Request and confirm relevant caller details (e.g., full name, account number) as per company policy.

3. Actively Listen and Clarify
Pay full attention to the caller, allowing them to explain their concern or question without interruption.
Ask clarifying questions as needed to fully understand the request.

4. Provide Accurate Information or Instructions
Consult official resources, databases, or knowledge bases when providing information.
State information clearly, slowly, and concisely.
If instructions are given, break them down into step-by-step actions.

5. Confirm Understanding
Ask the caller to repeat information or instructions to confirm their understanding.
Offer to clarify any points as needed.

6. Document the Interaction
Record call details and the information or instructions provided in the appropriate system, as per
company protocol.

7. Close the Call
Thank the caller for their time and offer further assistance.
End the call professionally.

5. Quality Assurance



Supervisors will conduct regular call audits to ensure compliance with this SOP.
Feedback and additional training will be provided when discrepancies or improvement areas are identified.

6. Related Documents

Customer Service Training Manual
Call Handling Policy
Knowledge Base Access Guidelines

7. Revision History

Version Date Description Author

1.0 2024-06-12 Initial creation [Your Name]
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