Standard Operating Procedure (SOP): Documentation
and Reporting of Customer Interactions

This SOP details the documentation and reporting of customer interactions, covering protocols for accurately
recording customer communications, maintaining confidentiality, utilizing CRM systems, standardizing report formats, and
ensuring timely submission. The goal is to enhance customer service quality, facilitate effective communication within
teams, and support data-driven decision-making through comprehensive and consistent documentation practices.

1. Scope

This SOP applies to all employees who engage with customers and are responsible for documenting and reporting these
interactions within the organization.

2. Responsibilities

¢ Customer Service Representatives: Record and report all customer interactions according to protocols.
¢ Supervisors/Managers: Ensure team compliance and review submitted reports for completeness and accuracy.
¢ IT/CRM Administrators: Maintain CRM access and provide support regarding system usage.

3. Protocols and Procedures

3.1 Accurately Recording Customer Communications

¢ Record all customer interactions, including phone calls, emails, chats, and in-person meetings.

e Document date/time, customer name/contact details, nature of inquiry or complaint, actions taken, and resolution or
next steps.

e Use clear and factual language; avoid ambiguous or subjective statements.

3.2 Maintaining Confidentiality

e Ensure all customer information is handled in accordance with company data privacy policies and relevant
regulations.

e Restrict access to customer records based on role.

¢ Do notrecord or share sensitive personal information beyond what is required for service delivery.

3.3 Utilizing CRM Systems

¢ Enter all interaction data into the designated CRM system immediately after the interaction, or by end-of-day at the
latest.

¢ Use standardized data fields and dropdowns where applicable.

¢ Regularly update status and follow-up actions in the CRM.

3.4 Standardized Report Formats

e Prepare periodic summary reports (daily/weekly/monthly) as directed by management using the prescribed
template.

¢ Include key metrics: interaction volumes, issue types, resolutions, escalations, and customer feedback when
available.

e Submit reports in PDF or Excel format via the approved reporting channel.

3.5 Timely Submission
e Document interactions in the CRM within 24 hours of occurrence.

e Submit summary reports by the agreed deadlines (e.g., by 10:00 AM each Monday for the previous week).
¢ Notify your supervisor immediately if delays or issues arise.

4. Documentation Example



Customer Interaction

Date/Time Name Channel Summary Actions Taken
2024-06-17 Jane Smith Phone Reported billing Explained charges; escalated to
11:14 discrepancy Billing Dept

5. Review & Quality Assurance

e Supervisors will conduct random audits of recorded interactions and submitted reports monthly.
¢ Feedback and additional training will be provided to ensure ongoing compliance and data integrity.

6. References

e Company Data Privacy Policy
¢ CRM User Guide
¢ Reporting Template (see internal resources)

7. Revision History

Date Version Description Author

2024-06-17 1.0 Initial SOP Creation Customer Service Lead

Status

Escalated
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