Standard Operating Procedure (SOP): Client
Communication and Confidentiality Protocols

This SOP defines client communication and confidentiality protocols, encompassing guidelines for effective and
professional communication with clients, ensuring the protection of sensitive information, maintaining client privacy,
managing data access and sharing, and adhering to legal and ethical standards. The goal is to build trust, uphold
confidentiality, and enhance client relationships through secure, clear, and respectful communication practices.

1. Purpose

To establish standardized procedures that govern all client communications and the management of confidential
information.

2. Scope

This SOP applies to all employees, contractors, and third parties handling client interactions and/or client information.

3. Definitions

¢ Confidential Information: Any data or information relating to a client that is not publicly available.
¢ Client: Anyindividual or organization with whom the company has a contractual or advisory relationship.
¢ Authorized Personnel: Employees or contractors granted access to client information based on their role.

4. Responsibilities

¢ All staff must understand and adhere to these protocols.
e Managers are responsible for ensuring team compliance and providing necessary training.
¢ The Data Protection Officer oversees confidentiality measures and responds to breaches.

5. Communication Protocols

1. Professional Conduct: Communicate with clients politely, clearly, and respectfully. Avoid jargon unless
appropriate for the client.

2. Official Channels: Use only company-approved platforms (company email, phone, secure portals) for client

communication.

Documenting Communication: Log all key client interactions in the designated CRM or tracking system.

Response Times: Respond to client inquiries within the stipulated timeframe (e.g., 24 business hours).

5. Escalation: Escalate client concerns or complaints promptly to the relevant supervisor.
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6. Confidentiality Protocols

1. Need-to-Know Basis: Access to client information is granted only to authorized personnel who require it for

their job duties.

Data Storage: Store all physical and digital client data securely (e.g., locked files, encrypted digital storage).

Data Transmission: Transmit client information only through secure, encrypted channels.

4. Third-Party Sharing: Share client information with external parties only with explicit client consent and
appropriate agreements in place.

5. Data Retention: Retain client data only for the period required by law or contract, after which it must be
securely destroyed.
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7. Legal and Ethical Compliance

e Adhere to all applicable data protection laws (e.g., GDPR, HIPAA, local regulations).
¢ Maintain client confidentiality as part of ethical standards, even beyond contract termination.
e Report all breaches or suspected breaches to the Data Protection Officer immediately.

8. Breach Protocol



. Immediately contain the breach and prevent further exposure.

. Inform the Data Protection Officer and relevant management.

. Follow breach reporting procedures as per company and legal requirements.
. Communicate transparently with affected clients as appropriate.
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9. Training and Awareness

¢ All staff must complete mandatory training on client communication and confidentiality protocols annually.
e Regular refresher sessions and updates will be provided as required.

10. Review and Updates

e This SOP will be reviewed annually or as needed to reflect changes in legal requirements or company policies.
¢ All updates require approval by senior management and communication to all staff.
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