SOP: Issue Identification and Active Listening Steps

This SOP details the process of issue identification and active listening steps, emphasizing the importance of
accurately recognizing problems, effectively gathering information, and demonstrating attentive listening skills to ensure
clear communication and prompt resolution. Key components include recognizing verbal and non-verbal cues,
confirming understanding through feedback, addressing concerns empathetically, and documenting identified issues
for continuous improvement and effective problem-solving.

1. Purpose

To provide a standardized approach for identifying issues and applying active listening skills in all communications to
achieve prompt and effective problem resolution.

2. Scope

This SOP applies to all team members responsible for customer or internal communications regarding issue
management and resolution.

3. Definitions

¢ Issue Identification: The process of recognizing and clarifying problems or concerns raised by stakeholders.
¢ Active Listening: Engaging fully with the speaker, understanding their message, and responding appropriately
to confirm understanding.

4. Procedure

1. Initial Engagement:
o Greet the individual promptly and professionally.
o Display open body language and maintain appropriate eye contact.

2. Issue Identification:
o Encourage the individual to describe the issue in their own words.
o Observe and note both verbal statements and non-verbal cues (tone, expressions, gestures).

3. Active Listening:
o Listen attentively without interrupting.
o Show acknowledgment through nodding and brief verbal affirmations ("l understand,"” "Go on").
o Ask clarifying or open-ended questions if additional details are needed.

4. Confirmation of Understanding:
o Summarize the main points back to the individual to confirm understanding ("So, what 'm hearing is...").
o Allow for corrections or additions as needed.

5. Empathetic Response:

o Express empathy and understanding for their concerns.

o Assure the individual that their issue is important and will be addressed.
6. Documentation:

o Record the issue details, including all relevant verbal and non-verbal information.
o Document confirmed understanding and any next steps or follow-up actions.

5. Roles & Responsibilities

¢ All Team Members: Follow the SOP steps when handling issues.
¢ Supervisors/Managers: Monitor adherence and provide feedback for improvement.

6. Continuous Improvement

¢ Regularly review documented issues for patterns and opportunities for process enhancement.
¢ Solicit feedback on listening and communication for team development.



Note: Effective issue identification and active listening can significantly improve customer satisfaction and streamline problem
resolution.



	SOP: Issue Identification and Active Listening Steps
	1. Purpose
	2. Scope
	3. Definitions
	4. Procedure
	5. Roles & Responsibilities
	6. Continuous Improvement


