SOP: Stakeholder Communication and Reporting
Procedures

This SOP defines stakeholder communication and reporting procedures, detailing the methods and protocols for
consistent, transparent, and effective communication with internal and external stakeholders. It includes guidelines for
regular reporting, feedback collection, information dissemination, confidentiality maintenance, and escalation processes
to ensure all parties are informed and engaged in organizational activities and decisions.

1. Purpose

To establish standardized procedures ensuring timely, accurate, and appropriate communication with all internal and
external stakeholders, maintaining engagement and organizational transparency.

2. Scope

This procedure applies to all employees, managers, and departments responsible for stakeholder communication and
reporting within the organization.

3. Definitions

o Stakeholder: Any person or organization affected by or with a potential to affect organizational activities, including
staff, customers, suppliers, regulators, and the public.

¢ Internal Stakeholders: Employees, management, board members.

¢ External Stakeholders: Clients, partners, vendors, regulatory bodies.

¢ Reporting: Routine communication of project status, progress, issues, and outcomes.

4. Responsibilities

Role Responsibility
Project/Team Lead Prepare and deliver reports; ensure stakeholder engagement and issue escalation.
Communications Officer Coordinate dissemination of information and oversee feedback processes.

All Staff Contribute to accurate reporting, maintain confidentiality, and adhere to this SOP.

5. Communication Procedures

1. ldentification of Stakeholders:
o Refer to stakeholder matrix to identify relevant parties.

2. Selection of Communication Channels:
o Email, meetings, online portals, newsletters, or formal letters.

3. Frequency:
o Weekly: Internal project updates
o Monthly: Client and partner reporting
o Quarterly: Executive and regulatory summaries

4. Reporting Content:
o Project status, milestones, key decisions, risks, and action points.

5. Record Keeping:
o Maintain records of all formal communications and reports in shared repository.

6. Feedback Collection and Management

e Solicit feedback through surveys, meetings, or online forms following each major update.



e Document and review feedback within 5 business days.
e Address actionable points in subsequent communications.

7. Confidentiality and Data Protection

¢ Only authorized personnel may share confidential information.
e Follow applicable regulations (e.g., GDPR) for data handling and privacy.
e Report breaches immediately to compliance or security officer.

8. Escalation Procedures

1. Issue detected or stakeholder concern raised;

2. Team Lead reviews and addresses, escalating to management if unresolved;
3. Management to engage executive team for critical or persistent issues;

4. Document all escalation steps and stakeholder responses.

9. Review and Updates

e This SOP will be reviewed annually or following major organizational changes.
e Updates will be communicated to all relevant stakeholders.

10. Appendix

e Stakeholder Matrix Template
e Sample Communication Log
e Reporting Schedule Calendar
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