
Standard Operating Procedure (SOP)
Customer Service and Complaint Resolution Guidelines
This SOP details customer service and complaint resolution guidelines, focusing on delivering exceptional
customer experiences through effective communication, prompt issue identification, and efficient resolution processes.
It covers steps for handling customer inquiries, addressing complaints empathetically, utilizing feedback for continuous
improvement, maintaining clear documentation, and ensuring follow-up to achieve customer satisfaction and loyalty.

1. Purpose

To provide clear guidelines for all staff on handling customer service inquiries and resolving complaints promptly and
professionally, enhancing satisfaction and fostering long-term loyalty.

2. Scope

This SOP applies to all customer-facing staff and supervisors responsible for any aspect of customer service and
complaint management.

3. Roles and Responsibilities

Role Responsibility

Customer Service
Representative

Handle inquiries, document complaints, provide solutions, and ensure follow-up with
customers.

Supervisor/Manager Oversee resolution process, escalate complaints as necessary, review customer
feedback, and monitor compliance with SOP.

Quality Assurance Review and analyze complaint data to drive continuous improvement.

4. Procedure

1. Receiving and Acknowledging Inquiries/Complaints
Politely greet the customer and listen actively without interruption.
Acknowledge the customer's concern and thank them for reaching out.
Record the customer's details and the nature of the complaint or inquiry in the CRM or designated system.

2. Assessing and Identifying the Issue
Clarify the issue by asking open-ended questions.
Gather relevant information (order numbers, account details, previous communications).

3. Empathetic Communication
Express genuine empathy and understanding for the customer's situation.
Maintain a professional, calm, and courteous tone at all times.

4. Resolution
Present possible solutions clearly and seek customer input when possible.
If immediate resolution is not possible, give a realistic timeframe for follow-up.
Escalate complex issues to the relevant supervisor or department as needed.

5. Documentation
Accurately document all communication, actions taken, and agreed-upon solutions in the CRM or
designated system.

6. Follow-Up
After resolution, follow up with the customer to confirm satisfaction.
Encourage feedback on the process.

7. Continuous Improvement
Review complaint data regularly to identify trends and areas for improvement.
Share feedback and lessons learned with the team during periodic reviews.



5. Documentation

Record all complaints and resolutions in the appropriate system.
Keep documentation clear, concise, and factual.
Ensure customer privacy and data protection at all times.

6. Review and Training

Review this SOP annually or after significant process changes.
Provide regular training to all customer-facing staff on these guidelines.

7. References

Company Customer Service Policy
Data Protection and Privacy Policy
CRM Documentation Manual

8. Revision History

Date Version Description of Change Approved By

2024-06-24 1.0 Initial SOP issuance Customer Service Manager
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