
SOP Template: Performance Monitoring and Service
Quality Assessment

Purpose: This SOP details the process for performance monitoring and service quality assessment,
encompassing the systematic evaluation of service delivery, identification of key performance indicators, data
collection methods, analysis techniques, feedback mechanisms, and continuous improvement strategies. Its
purpose is to ensure consistent service excellence, enhance customer satisfaction, and drive operational efficiency
through regular assessment and targeted interventions.

1. Scope
This procedure applies to all departments and staff involved in service delivery processes, monitoring, assessment,
and continuous improvement efforts.

2. Responsibilities

Role Responsibilities

Service Manager Oversee performance monitoring and ensure timely reporting and interventions.

Quality Assurance
Team

Collect, analyze, and report performance data. Facilitate feedback sessions and
improvement plans.

Department Heads Implement improvement actions and ensure compliance with assessment protocols.

All Employees Participate in data collection and quality initiatives as required.

3. Procedure
1. Identify Key Performance Indicators (KPIs): 

Define measurable KPIs aligned with service objectives, such as response time, resolution rate, customer
satisfaction, and compliance metrics.

2. Establish Data Collection Methods: 
Select and implement methods such as surveys, observation, ticketing systems, automated monitoring tools, and
direct customer feedback.

3. Data Collection: 
Collect performance and service quality data at predetermined intervals (e.g., weekly, monthly).

4. Data Analysis: 
Analyze collected data using appropriate techniques (trend analysis, benchmarking, root cause analysis) and
compare with set targets.

5. Feedback Mechanism: 
Provide regular performance reports to relevant stakeholders and conduct review meetings to discuss findings.

6. Continuous Improvement: 
Develop and implement corrective or preventive actions based on analysis and feedback; monitor effectiveness.

7. Documentation and Record Keeping: 
Maintain thorough documentation of procedures, results, improvement actions, and follow-up activities.

4. KPIs Examples
Average response time to customer requests
First contact resolution rate
Customer satisfaction score (CSAT)
Service uptime percentage
Number of incidents/escalations

5. Review and Continuous Improvement
Review the effectiveness of performance monitoring and assessment activities annually or as required. Update KPIs,
data collection methods, and analytical approaches to align with evolving business goals and customer expectations.



6. References
Organizational Quality Management Policy
Customer Service Guidelines
Relevant Standards (e.g., ISO 9001, ITIL)
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