SOP: Customer Service Standards and Complaint
Resolution

This SOP defines customer service standards and complaint resolution protocols, encompassing guidelines for
delivering exceptional customer experience, effective communication techniques, complaint recording and tracking
methods, timely response and resolution strategies, escalation procedures, and continuous improvement processes. The
goal is to ensure customer satisfaction, foster loyalty, and efficiently address and resolve any service issues or concerns.

1. Scope

This SOP applies to all customer-facing employees and departments responsible for service delivery, complaint handling,
and resolution.

2. Customer Service Standards

Greet all customers promptly and courteously.

Listen actively and empathetically to customer needs and concerns.
Provide accurate, clear, and timely information.

Maintain a professional and positive attitude in all interactions.
Ensure service consistency across all communication channels.
Strive to exceed customer expectations in every interaction.

3. Effective Communication Techniques

Use clear, concise, and polite language.

Avoid jargon or technical terms unless necessary.

Confirm understanding by summarizing key points.

Personalize communication whenever possible.

Express empathy and understanding toward customer concerns.

4. Complaint Recording and Tracking

Record all customer complaints in a centralized CRM or tracking system.

Capture essential details: customer name, contact info, complaint description, date & time.
Assign a unique reference number to each complaint for tracking purposes.

Update complaint status at each stage of the resolution process.

5. Response and Resolution Protocol

Step Description Timeline
Acknowledge = Acknowledge receipt of the complaint and thank the customer. Within 24 hours

Assess the complaint, gather relevant facts, and engage necessary

Investigate Within 2 business days
personnel.
Resolve Propose and implement a resolution, ensuring compliance with policy and Within 5 business days
customer needs.
Contact the customer to confirm satisfactory resolution and request Within 2 days after
Follow-up .
feedback. resolution

6. Escalation Procedures

—_

. Ifthe complaint cannot be resolved at the first point of contact, escalate to the immediate supervisor or manager.

2. For unresolved or complex issues, escalate to the relevant department head or designated complaint resolution
team.

3. Record all escalation actions and updates in the complaint tracking system.

4. Communicate escalation steps and timelines transparently to the customer.

7. Continuous Improvement



Review and analyze complaint trends on a monthly basis.

Identify root causes of recurring issues and initiate corrective actions.

Provide regular staff training on customer service best practices and updated procedures.

Implement process improvements based on customer feedback and resolution outcomes.

Monitor and report on key performance indicators (KPIs) such as resolution times and customer satisfaction scores.

8. Responsibilities

¢ All Employees: Adhere to customer service and complaint handling protocols.
¢ Supervisors/Managers: Provide guidance, support escalations, and monitor adherence to this SOP.
¢ Complaint Resolution Team: Oversee complex case handling and continuous improvement initiatives.

9. Document Control

Date Issued: [Insert Date]

Revision #: [Insert Revision]

Document Owner: [Insert Owner/Department]
Next Review: [Insert Date]
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