SOP Template: Customer Service, Delivery
Confirmation, and Proof of Delivery Collection

This SOP details the procedures for customer service, delivery confirmation, and proof of delivery collection,
ensuring efficient communication with customers, accurate delivery verification, and proper documentation of proof of
delivery. It covers steps for confirming delivery details, handling customer inquiries, collecting signatures or digital
proof, and maintaining records to enhance customer satisfaction and accountability in the delivery process.

1. Scope

This SOP applies to all personnel involved in the delivery and customer service process, covering communication with
customers regarding delivery status, activities related to confirming delivery, and procedures for collecting and
managing proof of delivery (POD).

2. Responsibilities

¢ Customer Service Representatives: Communicate delivery status, handle customer inquiries, and resolve
issues.

¢ Delivery Personnel: Confirm recipient identity, collect POD, and accurately update delivery status.

¢ Supervisors/Managers: Ensure adherence to the SOP and maintain record accuracy.

3. Procedure

1. Pre-Delivery Confirmation
o Review delivery details, address, and contact information in the system.
o Contact the customer (if required) to confirm delivery time and location.

2. Delivery Arrival
o Arrive at customer location as scheduled.
o Greet the customer professionally and verify their identity using their name and order/reference
number.

3. Delivery Confirmation
o Verify items and packaging with the recipient.
o Address any immediate inquiries or concerns from the customer.

4. Proof of Delivery (POD) Collection
o Request the recipient's signature on the delivery document OR
o Capture digital proof of delivery (e.g., signature on a mobile device, photograph of delivered item,
etc.).
o Note any exceptions (damaged goods, partial delivery) on the POD and have the recipient
acknowledge.

5. Post-Delivery Documentation
o Submit or upload the completed POD to the internal system before departing the location.
o Update delivery status in the tracking system.

6. Customer Follow-Up
o Send delivery confirmation notification via email/SMS (if applicable).
o Handle any follow-up questions or concerns promptly.

4. Records Management

¢ AllPOD documents (physical or electronic) must be stored in accordance with company record-keeping
policies.
e Ensure easy retrieval for future customer inquiries or audits.

5. References

¢ Company Record Retention Policy
e Customer Service Training Manual
e Data Privacy and Security Guidelines



6. Revision History
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