
Standard Operating Procedure (SOP)
Customer Service and Complaint Resolution Protocols
This SOP details customer service and complaint resolution protocols, including effective communication
strategies, complaint receiving and logging procedures, timely response and follow-up actions, conflict resolution
techniques, escalation processes, and continuous improvement measures. The objective is to enhance customer
satisfaction by ensuring consistent, professional, and efficient handling of customer inquiries and complaints.

1. Objective

To establish a standardized process for responding to customer inquiries and resolving complaints to maintain high
levels of customer satisfaction and continuous service improvement.

2. Scope

This SOP applies to all employees involved in customer interactions, including frontline staff, supervisors, and
management.

3. Definitions

Customer Inquiry: Any question, request, or feedback from a customer.
Complaint: Any expression of dissatisfaction from a customer.
Escalation: Referring a matter to a higher authority due to complexity or unresolved status.

4. Roles and Responsibilities

Role Responsibility

Frontline
Staff

Receive and record inquiries and complaints, provide initial responses, and resolve where
possible.

Supervisors Oversee complaint resolution, handle escalated issues, and ensure protocol adherence.

Management Review complaint trends, implement improvements, and handle critical escalations.

5. Procedures

1. Effective Communication
Greet customers courteously and listen attentively.
Use clear, empathetic, and professional language.
Clarify and confirm customer needs before proceeding.

2. Receiving and Logging Complaints
Document all details of the complaint, including date, customer details, and issue description.
Log complaints in the designated system/database.

3. Timely Response and Follow-Up
Acknowledge the complaint within 24 hours.
Provide a resolution or action plan within the agreed timeframe.
Follow up with the customer to confirm satisfaction post-resolution.

4. Conflict Resolution Techniques
Remain calm; avoid defensive language.
Seek to understand the root cause; show empathy.
Offer solutions or alternatives.
Escalate if the issue cannot be resolved at the initial point of contact.

5. Escalation Process
Refer unresolved or complex complaints to the supervisor.
Supervisors to notify management for critical escalations.
Keep customer informed throughout the escalation process.

6. Continuous Improvement
Conduct regular review of complaint logs for trend analysis.
Identify areas for process or product improvement.
Provide regular training for customer service staff.

6. Documentation



Maintain accurate records of all customer interactions and complaints.
Store documentation securely in compliance with data protection policies.

7. Monitoring and Review

Management to review SOP effectiveness quarterly.
Amend procedures based on feedback and performance metrics.

8. References

Customer Service Policy
Data Protection Guideline
Employee Training Manual

9. Revision History

Date Version Description Author

2024-06-12 1.0 Initial release ChatGPT
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