SOP Template: Order Taking Accuracy and
Confirmation Steps

This SOP details the order taking accuracy and confirmation steps to ensure precise recording and verification of
customer orders. It covers methods for accurately capturing order information, confirming details with customers, verifying
product availability, and documenting orders systematically to minimize errors and enhance customer satisfaction.

1. Purpose

To outline standardized steps for accurately taking, confirming, and documenting customer orders, thereby ensuring order
accuracy and customer satisfaction.

2. Scope

This SOP applies to all staff involved in order taking, whether via phone, email, online system, or in-person interactions.

3. Responsibilities

¢ Order Takers: Follow SOP to accurately record and confirm orders.
¢ Supervisors/Managers: Monitor compliance and provide training.
¢ Order Entry/Processing Team: Verify documentation and resolve discrepancies.

4. Procedure

1. Preparation
o Ensure access to the current product list and pricing.
o Open the order entry system or have prepared order forms.
2. Customer Interaction
o Greet the customer pleasantly.
o Listen actively to the customer's order and preferences.
3. Order Entry
o Accurately input each item, quantity, and customizations as stated by the customer.
o Ask clarifying questions for any ambiguous requests (e.g., product size, flavor, etc.).
4. Order Confirmation
o Read back the entire order to the customer, item by item.
o Confirm spelling of customer name and double-check contact/delivery information.
o Ask the customer to confirm or correct any details as necessary.
5. Product Availability Check
o Check inventory or product availability in the system or with relevant department.
o Communicate immediately if any item is unavailable, suggest alternatives, and confirm changes with the
customer.
6. Order Finalization
o Summarize final order details and price.
o Provide estimated delivery or pick-up time.
o |ssue order/reference number to the customer.
7. Order Documentation
o Save or submit the order in the system.
o File a copy of the order if required (physical or digital).
o Document any special instructions or requests.

5. Documentation Example

Customer Special

Order ID Contact Order Items . Status
Name Instructions

2024- . 555- 2x Coffee (Latte, skim), 1x Muffin .

0015 Jane Smith 1234 (Blueberry) No sugar in coffee Confirmed

6. Quality Assurance



e Supervisors conduct random order audits weekly for accuracy.
e Customer feedback is monitored for order issues.
e Retraining is provided for staff where repeat errors are found.

7. Revision History

Date Version Description Author

2024-06-15 1.0 Initial creation Ops Team
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