
Standard Operating Procedure (SOP): Communication
of Findings and Solutions to the Customer
This SOP details the process for effective communication of findings and solutions to the customer, covering the
steps to clearly present analysis results, explain proposed solutions, address customer questions and concerns, ensure
mutual understanding, and document all communications for future reference. The objective is to maintain transparency,
build trust, and facilitate timely decision-making by providing accurate and comprehensive information to customers.

1. Scope
This procedure applies to all team members involved in analyzing issues and presenting solutions to customers.

2. Responsibilities
Assigned Staff: Responsible for preparing and delivering communications.

Team Lead/Supervisor: Ensures communication meets quality standards.

Customer: Provides feedback and seeks clarification if needed.

3. Procedure Steps
1. Preparation

Review findings and proposed solutions thoroughly.

Compile relevant data, evidence, and potential impacts.

Prepare clear documentation and visual aids if necessary.

2. Initiate Communication
Contact the customer via agreed-upon channel (e.g., email, phone, video meeting).

Schedule the meeting or send a summary prior to the discussion if needed.

3. Present Findings
Clearly describe the issue and present the analysis results.

Use non-technical language as appropriate for the audience.

Refer to supporting documentation as needed.

4. Explain Proposed Solutions
Detail recommended actions or solutions.

Highlight benefits, potential risks, and necessary resources.

Address possible alternatives and their implications.

5. Engage with the Customer
Encourage questions and actively listen to concerns.

Provide clear, concise responses and clarifications.

6. Confirm Understanding and Agreement
Summarize key points and agreed next steps.

Request confirmation of understanding and agreement from the customer.

7. Documentation
Document all key communications, including questions, responses, and agreed actions.

Store communications in the designated repository for future reference.

4. Communication Channels

Channel Use Case

Email Formal summaries, documentation, non-urgent communication



Phone/Video Call Interactive discussions, Q&A, urgent matters

Client Portal Document sharing, ticket updates, tracking

5. Record Keeping
Archive all communications in the appropriate location (e.g., CRM, ticketing system).

Maintain confidentiality and comply with data privacy regulations.
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