SOP: Standard Communication and Update
Procedures with Customers

This SOP details the standard communication and update procedures with customers, focusing on timely, clear,
and consistent information exchange. It covers methods for regular updates, handling customer inquiries, managing
feedback, ensuring transparency, and maintaining professional interactions to enhance customer satisfaction and trust
throughout the service or product delivery process.

1. Purpose

To provide clear and actionable procedures for effective communication and updates with customers, ensuring
transparency, responsiveness, and professionalism at every stage of service or product delivery.

2. Scope

This SOP applies to all employees and departments involved in direct or indirect communication with customers.

3. Responsibilities

¢ Customer Service Team: Serve as primary point of contact, provide regular updates, and resolve inquiries.
¢ Account Managers: Facilitate communication for key accounts and ensure customer needs are met.
o All Staff: Maintain professionalism and escalate issues as needed.

4. Standard Procedures

4.1 Initiating Communication

¢ Send a welcome message or introduction within 24 hours of onboarding a new customer.
¢ Provide contact information and communication channels (email, phone, portal, etc.).

4.2 Regular Updates
¢ Update customers proactively on order status, project milestones, service changes, or delays.
e Schedule routine updates (e.g., weekly, bi-weekly) depending on the project's nature and customer preference.
¢ Document all communications in CRM or ticketing system.
4.3 Handling Inquiries
¢ Acknowledge customer inquiries within 4 business hours.
¢ Provide comprehensive responses within 1 business day or inform customer if more time is required.
e Escalate unresolved or complex issues according to internal escalation procedures.
4.4 Managing Customer Feedback
e Encourage feedback through surveys, follow-up calls, or feedback forms after key touchpoints.
¢ Record all feedback in the customer database.
¢ Respond to negative feedback within 1 business day and outline corrective actions.

4.5 Ensuring Transparency

e Communicate proactively about any issues, delays, or changes in service/product delivery.
e Offer clear explanations and actionable steps to resolve identified problems.

4.6 Maintaining Professionalism
e Use polite, professional, and clear language in all communications.

¢ Adhere to brand guidelines and tone of voice.
¢ Respect customer confidentiality and applicable data privacy regulations.

5. Communication Methods



Channel Purpose Standard Response Time

Email Formal updates, documentation, archived 4 business hours (initial), 1 business day
communications (resolution)
Phone/VolP Urgent issues, clarification, personalized outreach = Immediate to 4 business hours
Customer Portal Self-service updates, ticket status, resource N/A (self-serve)
access
Live Quick questions, real-time support Within minutes during business hours

Chat/Messaging

6. Documentation & Record-Keeping

¢ |og all significant communications and updates in the CRM or relevant system.
¢ Maintain records of customer feedback and resolutions for continuous improvement.

7. Review & Monitoring

¢ Monitor communication effectiveness through customer satisfaction surveys and feedback analysis.
¢ Review SOP annually and after major incidents or changes in process.

8. References

e Company Customer Service Policy
¢ Data Protection Policy
e Escalation Matrix’Procedure Document
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