
Standard Operating Procedure (SOP)
Identifying Yourself and Your Department Clearly Upon Answering
This SOP emphasizes the importance of identifying yourself and your department clearly upon answering phone calls or inquiries. It ensures
professional communication by requiring staff to state their name and department promptly, fostering clear and efficient interactions, enhancing
customer service, and minimizing confusion in all verbal engagements.

Objective

To establish a standard procedure for all staff to follow when answering phone calls or inquiries by clearly identifying themselves and their
department, ensuring consistent, professional, and effective communication.

Scope

This SOP applies to all staff members who are responsible for answering phone calls or responding to verbal inquiries within the organization.

Procedure

1. Prepare to Answer
Ensure you are ready to answer the phone or inquiry in a courteous and professional manner.

2. Greet the Caller or Inquirer
Begin the interaction with an appropriate greeting (e.g., "Good morning," "Good afternoon").

3. Identify Yourself
Clearly state your full name.

4. Identify Your Department
Clearly state the department you represent.

5. Offer Assistance
Ask how you may assist the caller or inquirer.
Example Response:

"Good afternoon! This is Jane Smith from the Human Resources Department. How may I help you today?"

Responsibilities

All staff must adhere to this SOP each time they answer the phone or respond to verbal inquiries.
Supervisors are responsible for ensuring that staff are trained on and comply with this procedure.

Benefits

Promotes clear and professional communication
Enhances customer service experience
Reduces confusion and miscommunication
Improves organizational image and trust

Review

This SOP is to be reviewed annually and updated as needed.
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