
Standard Operating Procedure (SOP): Scheduling and
Confirmation of Client Appointments
This SOP details the scheduling and confirmation of client appointments, covering the processes for booking,
managing, and confirming appointments to ensure efficient time management and client satisfaction. It includes
guidelines for using scheduling tools, communicating appointment details, handling rescheduling or cancellations, and
maintaining accurate appointment records. The goal is to provide a seamless and professional client experience
through timely and clear appointment management practices.

1. Purpose

To establish a standardized procedure for scheduling, confirming, and managing client appointments to ensure
reliability, efficiency, and satisfaction.

2. Scope

This SOP applies to all staff responsible for client appointment booking, management, rescheduling, cancellation, and
record-keeping.

3. Responsibilities

Staff: Follow the procedures for scheduling and confirming appointments; maintain accurate records.
Clients: Provide accurate contact information and notify of any changes as soon as possible.
Managers: Ensure staff are trained on the scheduling system and SOP.

4. Procedure

1. Appointment Booking
a. Receive appointment request through phone, email, website, or in person.
b. Confirm the preferred date, time, and service required with the client.
c. Access the approved scheduling tool/calendar (e.g., Google Calendar, Outlook, Acuity).
d. Check availability and propose suitable times.
e. Reserve the chosen slot, input client details, and note any special requests.

2. Communication of Appointment Details
a. Send appointment confirmation to the client via their preferred method (email, SMS, phone call).
b. Include date, time, location (virtual/physical), and any preparation required.

3. Confirmation and Reminders
a. Send automated or manual reminder at least 24 hours before the appointment.
b. Require client acknowledgement/confirmation if necessary.

4. Rescheduling and Cancellations
a. If the client requests a change, verify availability and update the appointment in the scheduling tool.
b. Send confirmation of the updated/cancelled appointment to the client.
c. Record the reason for cancellation, if provided.

5. Record Keeping
a. Ensure all appointments, changes, and cancellations are tracked in the scheduling system.



b. Regularly back up and audit appointment records for accuracy.

5. Scheduling Tools & Communication Channels

Tool/Channel Purpose Examples

Scheduling Software Book/manage appointments Google Calendar, Acuity Scheduling, Outlook

Email Confirmation & reminders Outlook, Gmail, automated email systems

SMS/Text Reminders, confirmations, quick updates Twilio, Calendly SMS, simple texting platforms

Phone Call Personal confirmation, urgent updates Business phone systems

6. Best Practices

Always confirm client details upon booking.
Use clear and professional communication at every step.
Respect client privacy and handle data in compliance with data protection policies.
Minimize double-bookings and schedule conflicts by regularly auditing the calendar.
Be proactive with reminders and follow-ups to reduce no-shows.

7. Review and Update

This SOP should be reviewed at least annually or when changes to scheduling tools/processes occur.
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