
SOP: Customer Greeting and Engagement Protocol
This SOP details the customer greeting and engagement protocol, focusing on the steps for welcoming customers
warmly, establishing positive first impressions, actively listening to customer needs, providing accurate and helpful
information, maintaining professional and friendly communication, addressing customer inquiries and concerns
promptly, and fostering a customer-centric environment. Its purpose is to enhance customer satisfaction, build lasting
relationships, and promote a positive brand image through consistent and effective engagement practices.

1. Purpose
To establish standard procedures for greeting and engaging customers in a manner that ensures satisfaction, loyalty,
and a positive perception of the brand.

2. Scope
This protocol applies to all customer-facing staff across all locations and channels (in-store, phone, online).

3. Procedure
1. Greeting the Customer

Welcome every customer within 30 seconds of arrival or connection.
Smile, make eye contact, and use a friendly tone of voice.
Use a standard greeting (e.g., "Good morning, welcome to [Company Name]! How can I help you
today?").

2. Establish Positive First Impressions
Maintain a professional appearance and posture.
Address customers by name when possible.

3. Active Listening
Demonstrate attentiveness by nodding or providing verbal affirmations (e.g., "I understand," "Certainly").
Allow the customer to speak without interruptions.

4. Provide Accurate and Helpful Information
Respond to inquiries confidently and clearly.
If unsure of the answer, inform the customer you will find out and follow up promptly.

5. Maintain Professional and Friendly Communication
Avoid jargon; use clear and respectful language.
Stay courteous and patient, even in challenging situations.

6. Address Inquiries and Concerns Promptly
Resolve issues efficiently, keeping the customer informed throughout the process.
Escalate unresolved issues according to company policy.

7. Foster a Customer-Centric Environment
Encourage feedback and suggestions from customers.
Thank customers for their business and invite them to return.

4. Responsibilities
All customer-facing staff are responsible for following this protocol. Supervisors must ensure adherence and provide
regular training.

5. Review and Continuous Improvement
This SOP should be reviewed annually or as needed to ensure best practices in customer engagement.
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