Standard Operating Procedure (SOP): Student
Appointment Scheduling Process

This SOP details the student appointment scheduling process, covering procedures for booking, rescheduling, and

canceling appointments, managing appointment slots, communication protocols with students, and the use of scheduling
software. The aim is to streamline appointment management, ensure efficient use of staff time, and provide students with
timely access to services, thereby enhancing overall administrative effectiveness and student satisfaction.

1. Scope

¢ All administrative staff responsible for managing student appointments
¢ All students seeking appointments with academic, counseling, or administrative services
e Applicable to in-person and virtual appointments

2. Responsibilities

¢ Administrative Staff: Manage and monitor appointment system, communicate changes, ensure data accuracy
e Students: Book, reschedule, or cancel appointments as needed, adhere to guidelines
e Supervisors: Provide oversight, ensure procedures are followed

3. Appointment Scheduling Procedures

3.1 Booking an Appointment

Student accesses the online scheduling portal (or contacts administrative office if assistance is needed)
Student selects service type, preferred date and time based on availability

Student completes required fields (e.g., name, ID, contact information, reason for appointment)
Appointment confirmation is sent automatically via email/SMS

Administrative staff monitors system for new bookings
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3.2 Rescheduling an Appointment

1. Student accesses their existing appointment via the scheduling portal or contacts staff directly
2. Student selects new available timeslot and confirms reschedule
3. Automated confirmation and updated appointment details sent to student and staff

3.3 Canceling an Appointment
1. Student cancels via scheduling portal or notifies staff

2. Appointment slot is immediately reopened for other students
3. Cancellation confirmation sent to student

4. Appointment Slot Management

1. Administrative staff reviews and updates staff calendars and available slots regularly
2. Blocked/unavailable times must be promptly reflected in the scheduling software
3. High-demand periods may require additional slots or staff as determined by supervisor

5. Communication Protocols

e Automated reminders are sent to students 24 hours and 1 hour before appointment

¢ In case of staff absence or emergencies, students must be notified immediately and rescheduled as priority

e Clear instructions on how to join virtual appointments or directions for in-person visits must be included in
confirmation emails

e Inquiries about appointments are to be responded to within one business day

6. Use of Scheduling Software

1. Staff must be trained in the use of designated scheduling software (e.g., Acuity, Calendly, Outlook)



2. System settings are to be checked weekly for accuracy of available services, slots, and staff
3. Data privacy and confidentiality standards must be maintained per institutional policy

7. Recordkeeping

¢ All appointments, reschedules, and cancellations are logged in the system
e Records must be archived and accessible for at least one academic year
e Data is reviewed quarterly for reporting and quality assurance

8. Review and Continuous Improvement

e Procedure effectiveness is reviewed annually based on student and staff feedback
e Process adjustments are implemented as needed to address bottlenecks, improve communication, or enhance
platform usability

9. Revision History

Date Version Description Author

2024-06-10 1.0 Initial SOP draft Admin Team

For questions or clarification regarding this SOP, please contact the Student Services Administration Office.
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