SOP Template: Customer Greeting and
Acknowledgment Procedures

This SOP defines customer greeting and acknowledgment procedures to ensure a positive firstimpression and
enhance customer satisfaction. It includes guidelines on timely and courteous greeting, personalized communication,
active listening, acknowledgment of customer needs, and professional demeanor. The purpose is to create a welcoming
environment that fosters customer loyalty and promotes effective interaction between staff and customers.

1. Purpose

To establish standardized procedures for greeting and acknowledging customers, ensuring every interaction begins
professionally and courteously, ultimately fostering customer trust and satisfaction.

2. Scope

This procedure applies to all staff members who interact directly with customers, both in-person and via phone, email, or
online chat.

3. Responsibilities

o All Staff: Adhere to this SOP during every customer interaction.
¢ Supervisors/Managers: Ensure training and consistent implementation of this SOP.

4. Procedure

Step 1: Timely Acknowledgment
¢ Acknowledge every customer within 10 seconds of arrival or connection (in-person, phone, or digital).
¢ If currently engaged, make eye contact or send a quick message to indicate the customer will be assisted
shortly.
Step 2: Courteous Greeting
¢ Smile and greet the customer using appropriate language (e.g., &€ceGood morning,a€ a€ceWelcome,a€ or
&€ceHow may | assist you today?a€).
¢ Address returning customers by name if known.

Step 3: Personalized Communication

¢ Adjust greeting tone and language to suit the customer's demeanor.
¢ Refrain from using slang or informal language unless it matches the customer's style and is appropriate.

Step 4: Active Listening
e |isten attentively without interrupting.
¢ Acknowledge needs or concerns by paraphrasing or confirming understanding (e.g., &€celf | understand
correctly, you're looking for...a€).

Step 5: Professional Demeanor

¢ Maintain positive body language and a calm tone of voice.
¢ Dress appropriately and present a tidy appearance if in-person.

5. Example Phrases

Situation Suggested Phrase

In-Person Greeting 4€0eGood afternoon! How may | help you today?4€



Phone Call é€oe'AFhank you for calling [Company Name]. This is [Your Name], how can | assist
you?a€
Online Chat a€ceWelcome to [Company Name]! How may | assist you today?a€

Acknowledging Wait

Time a€ceThank you for your patience; I'l be with you in just a moment.a€

6. Training and Review

¢ All staff must complete customer greeting training upon hiring.
¢ Periodic refreshers will be provided at least annually.
e Supervisors will conduct random checks to ensure procedure compliance.

7. Revision History

Version Date Description

1.0 2024-06-15 Initial release
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