
Standard Operating Procedure (SOP): Collection and
Analysis of Service Delivery Performance Data
This SOP details the process for collection and analysis of service delivery performance data, encompassing data
gathering methods, validation protocols, performance metric identification, data entry and storage procedures, analytical
techniques, reporting structure, and continuous improvement actions. The aim is to ensure accurate monitoring and
evaluation of service delivery efficiency, effectiveness, and customer satisfaction to support informed decision-making
and enhanced organizational performance.

1. Scope

This SOP applies to all departments involved in the collection, handling, and analysis of data related to the organization's
service delivery processes.

2. Responsibilities

Data Collection Team: Responsible for gathering and recording performance data.
Data Analysts: Analyze collected data and prepare reports.
Supervisors/Managers: Review analysis, act on findings, and ensure compliance with SOP.
IT/Data Administration: Ensure secure storage and backup of data.

3. Procedure

3.1 Performance Metric Identification

1. Identify key performance indicators (KPIs) relevant to service delivery (e.g., response time, resolution rate,
customer satisfaction, service uptime).

2. Document metric definitions and measurement criteria.
3. Review metrics periodically for relevance and update as needed.

3.2 Data Gathering Methods

1. Utilize sources such as:
Automated service logs & dashboards
Customer surveys and feedback forms
Manual observations or checklists
Incident and request tracking systems

2. Schedule data collection (e.g., daily, weekly, monthly) as required.
3. Assign data collection responsibilities to designated personnel.

3.3 Data Validation Protocols

1. Verify data completeness (no missing or incomplete records).
2. Perform consistency checks against previous records and cross-referenced sources.
3. Review outlier or anomalous data for potential errors or investigation.

3.4 Data Entry and Storage Procedures

1. Enter data into approved systems or databases promptly after collection.
2. Use standardized formats and naming conventions.
3. Ensure secure storage with access restricted to authorized personnel only.



4. Regularly back up all data and maintain data retention as per policy.

3.5 Analytical Techniques

1. Apply statistical and trend analysis to identify patterns, progress, and deviations.
2. Benchmark performance against targets and historical data.
3. Conduct root cause analysis for significant variances.

3.6 Reporting Structure

1. Compile findings into clear, concise reports using charts/tables.
2. Summarize key insights, actionable recommendations, and highlight areas of concern.
3. Distribute reports to relevant stakeholders (management, teams) according to schedule (e.g., monthly, quarterly).

3.7 Continuous Improvement Actions

1. Review analysis outcomes in periodic meetings.
2. Develop and assign action plans for identified improvement areas.
3. Monitor progress and reassess metric effectiveness and data quality regularly.

4. Documentation and Records

Maintain all raw data, analysis files, and reports for audit and reference as per retention policy.
Document changes in KPIs or process improvements implemented.

5. Revision and Review

This SOP will be reviewed annually or as needed to ensure accuracy and relevance.
All updates must be documented, version-controlled, and communicated to relevant personnel.
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