Standard Operating Procedure (SOP): Customer
Notification and Order Tracking Update Procedures

This SOP details the customer notification and order tracking update procedures, encompassing timely
communication of order status, methods for order tracking, customer service protocols for order inquiries, automated
notification systems, handling of delays or changes, and ensuring accuracy in information provided. The goal is to
enhance customer satisfaction by maintaining transparent and consistent updates throughout the order fulfillment process.

1. Purpose

To establish clear guidelines for notifying customers of their order status, providing tracking updates, and ensuring that all
communications are accurate, timely, and enhance customer satisfaction.

2. Scope

This procedure applies to all employees involved in order processing, fulfillment, customer service, and IT systems
managing communications and tracking updates.

3. Responsibilities

¢ Order Fulfillment Team: Promptly update order status and tracking information in the system.

¢ Customer Service Representatives: Respond to customer inquiries regarding order status and address
concerns promptly.

¢ [IT/Automation Team: Maintain and monitor automated notification systems.

4. Procedure

1. Order Confirmation
o Immediately upon order placement, system sends an automated confirmation (email/SMS) with order ID,
purchased items, and expected fulfillment timeline.
2. Order Status Updates
o Update order status (e.g., processing, packed, shipped, delivered) in the order management system at
every key milestone.
o Trigger corresponding automated notifications for each status change.
3. Order Tracking
o Provide the customer with a tracking link and tracking number in the shipment notification.
o Ensure tracking links are functional and updated in real-time.
4. Customer Inquiries
o Empower customer service staff to access the latest order information.
o Respond to inquiries within defined SLAs (service level agreements).
o Record all customer interactions regarding order status in the CRM system.
5. Delay or Change Handling
o Inthe event of a delay or change, proactively notify the customer with details, reasons, and new
estimated timelines.
o Offer alternatives or compensation where appropriate.
6. Final Delivery Notification
o Send a delivery confirmation once an order has been marked delivered.
o Invite feedback via survey or review link.



7. Accuracy and Consistency

o Double-check all information for accuracy before sending notifications.

o Regularly audit systems to ensure synchronization between order management and notification systems.

5. Notification Methods

Milestone Notification Type Recipient
Order Placement Order Confirmation Customer
Order Shipped Shipping & Tracking Customer
Delayed/Issue Delay Notification Customer
Order Delivered Delivery Confirmation Customer

6. Records & Documentation

¢ Maintain logs of all customer notifications and correspondence.
¢ Archive tracking data linked to order IDs for audit purposes.

7. Review & Continuous Improvement

Method
Email/SMS
Email/SMS
Email/Phone

Email/SMS

¢ Quarterly review of notification templates and procedures based on customer feedback and KPIs.

¢ Implement improvements and retrain staff as needed.

8. References

e Customer Service Policy Manual
e Order Management SOPs
e [T Systems Documentation
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