SOP Template: Point-of-sale (POS) System
Troubleshooting Steps

This SOP details the point-of-sale (POS) system troubleshooting steps to efficiently identify and resolve common
technical issues, including system startup problems, transaction errors, hardware malfunctions, software glitches,
network connectivity issues, and printer errors. The goal is to minimize downtime, ensure smooth sales operations, and
maintain accurate transaction recording through systematic troubleshooting and timely escalation procedures.

1. Purpose

To provide a standardized approach for troubleshooting POS system issues, ensuring quick resolution and minimal
disruption to business operations.

2. Scope

This SOP applies to all staff responsible for operating or managing POS systems at the location.

3. Responsibilities

¢ Frontline Staff: Perform initial troubleshooting as described in steps below.
¢ Supervisors/Managers: Provide assistance, escalate issues as needed.
¢ IT Support: Handle escalated and complex technical issues.

4. Troubleshooting Steps

4.1 System Startup Problems

Ensure the power cable is securely connected and the outlet is working.
Press the power button and wait for the system to boot.

If the system does not start, try a different power cable or outlet.

Check for any error messages on the screen and note them down.
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If unresolved, escalate to IT Support.

4.2 Transaction Errors

Restart the POS software.

Clear any pending or incomplete transactions.
Verify internet/network connection.

Check for available software updates or patches.
Note error codes/messages for further diagnosis.
If problem persists, escalate to IT Support.
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4.3 Hardware Malfunctions

Check all hardware connections (barcode scanner, cash drawer, card reader, etc.).
Reboot hardware devices if possible.

Test hardware on a different POS terminal if available.

Clean and inspect devices for physical damage or obstructions.
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Report persistent issues to IT Support with details.



4.4 Software Glitches

Log out and log back into the POS system.

Restart the POS application.

Check for and install any available software updates.
Clear system cache if applicable.

Document error messages for troubleshooting.
Escalate recurring glitches to IT Support.
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4.5 Network Connectivity Issues

Confirm the POS terminal is connected to the network (wired or wireless).
Restart network hardware (routers, switches) if possible.

Check other devices' connectivity to identify if the problem is isolated.
Contact your ISP if a wider network outage is suspected.

Escalate persistent network problems to [T Support.
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4.6 Printer Errors

Check printer power and connection to the POS system.
Ensure paper and ink/toner levels are sufficient.

Clear any paper jams and reset the printer.

Print a test page for verification.

Reinstall printer drivers if needed.
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Escalate unresolved printer issues to IT Support.

5. Escalation Procedure
1. Ifthe issue cannot be resolved using the above steps, document all actions taken and error details.

2. Report the problem to the designated IT Support contact (include terminal number and user details).
3. Follow up with IT Support for status updates and resolution.

6. Documentation

¢ Record all troubleshooting steps, actions taken, and resolution or escalation details in the incident log.
e Maintain records for trend analysis and continuous improvement of troubleshooting procedures.

7. Review & Updates

e Review this SOP annually or following major system updates.
e Update procedures in collaboration with IT and operations teams as necessary.
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