
SOP Template: Recording Caller Information and
Reason for Call
This SOP details the process for recording caller information and reason for call, ensuring accurate and
consistent documentation of caller identity, contact details, and the purpose of the call. This procedure facilitates
efficient call handling, proper follow-up, and effective communication within the organization, enhancing customer
service and operational accountability.

1. Purpose
To outline the standard process for accurately recording caller information and the reason for their call.

2. Scope
This procedure applies to all personnel responsible for answering and documenting incoming calls.

3. Responsibilities
All staff answering calls must follow this SOP.
Supervisors are responsible for monitoring compliance with this SOP.

4. Procedure
1. Greet the caller using the organization's standard greeting.
2. Gather and confirm the following caller details:

Full Name
Company/Organization (if applicable)
Contact Number
Email Address

3. Record the date and time of the call.
4. Ask for and record the reason for the call, capturing key details relevant to their inquiry or issue.
5. Clarify information as needed to ensure accuracy and completeness.
6. Repeat back details to the caller for confirmation and make corrections as required.
7. Document all information accurately in the designated call log system or form (see below for template).
8. Close the call politely, advising the caller of any next steps or follow-up actions.

5. Call Log Template

Date/Time Caller
Name Company/Organization Contact

Number
Email

Address
Reason for

Call
Notes/Actions

Taken

[Insert] [Insert] [Insert] [Insert] [Insert] [Insert] [Insert]

6. Documentation and Storage
All recorded call information must be stored securely in the designated database, CRM, or filing system.
Ensure compliance with data privacy and retention policies.

7. Review and Improvement
This SOP should be reviewed annually or as needed.
Regular training should be provided to ensure adherence and update staff on any changes.
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