Standard Operating Procedure (SOP): Product Inquiry
and Needs Assessment Protocols

This SOP details product inquiry and needs assessment protocols, including guidelines for handling customer
inquiries, techniques for identifying customer needs, criteria for product recommendation, procedures for documenting
customer information, and methods for follow-up communication. The purpose is to enhance customer satisfaction by
accurately assessing needs and providing tailored product solutions efficiently and professionally.

1. Scope

This SOP applies to all customer service representatives and sales staff responsible for managing product inquiries,
conducting needs assessments, and recommending suitable products to customers.

2. Responsibilities

¢ Customer Service Representatives: Handle initial inquiries, assess customer needs, recommend products, and
document interactions.

¢ Sales Staff: Support inquiries, finalize product recommendations, and ensure follow-up communications.

¢ Supervisors/Managers: Provide training, monitor compliance, and review documentation.

3. Procedure

3.1 Handling Customer Inquiries

Greet the customer professionally (in person, by phone, or email).
Listen actively to the customer's inquiry without interrupting.

Clarify and confirm the nature of the inquiry to ensure understanding.
Use polite and positive language throughout the interaction.

3.2 Identifying Customer Needs

¢ Ask open-ended questions to gather relevant information about the customer's requirements.
¢ Probe further to understand context, priorities, challenges, and preferences.
e Summarize the information received to confirm understanding with the customer.

3.3 Criteria for Product Recommendation

Match product features and benefits to the customer's identified needs.
Consider product availability, pricing, and compatibility.

Highlight unique selling points relevant to the customer.

Offer alternative solutions if initial recommendations do not fully meet needs.

3.4 Documenting Customer Information

Information to Document Where to Record
Customer Name & Contact Details CRM System / Inquiry Form
Date of Inquiry CRM System / Inquiry Form
Nature of Inquiry CRM System / Inquiry Form
Customer Needs & Preferences CRM System / Inquiry Notes
Products Recommended CRM System / Inquiry Notes
Follow-up Actions & Deadlines CRM System / Task List

3.5 Follow-up Communication

¢ Send follow-up correspondence (call, email, or message) within 1-2 business days.
¢ Address any outstanding questions or provide additional product information as needed.



e Confirm next steps, such as product demonstration, quotation, or order processing.
¢ Document follow-up actions in the CRM system.

4. Guidelines & Best Practices

Maintain confidentiality and professionalism during all customer interactions.
Avoid making assumptions and always verify customer details.

Stay up to date with current product offerings, features, and promotions.
Escalate complex or unresolved issues to a supervisor as appropriate.

5. Review & Revision

This SOP shall be reviewed annually or as required following changes in procedures or product offerings. Update
documentation and provide staff training as necessary.

6. References

e Customer Communication Policy
e CRM User Manual
¢ Product Knowledge Training Materials
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