Standard Operating Procedure (SOP): Thanking
Customers and Order Follow-Up Protocol

This SOP details the thanking customers and order follow-up protocol, emphasizing timely gratitude expressions
and systematic follow-ups post-purchase. It includes guidelines for personalized thank-you messages, confirming order
satisfaction, addressing customer inquiries, managing feedback collection, and fostering ongoing customer
relationships to enhance loyalty and satisfaction.

1. Purpose

The purpose of this SOP is to ensure consistent and effective communication with customers after their purchase, to
convey appreciation, confirm satisfaction, and encourage repeat business.

2. Scope

This protocol applies to all customer-facing staff responsible for post-order interactions across sales, support, and
customer success departments.

3. Procedure

1. Immediate Thank-You Message
o Send a personalized thank-you message within 24 hours of order confirmation.
o Use the customer's preferred name and reference the specific order or product.
o Delivery methods: email (preferred), SMS, or physical note (for premium customers).
o Example: &€ceDear [Name], Thank you for your recent order of [Product]. We truly appreciate your
business!a€

2. Order Fulfillment Confirmation
o Notify the customer when the order has shipped or is ready for pickup.
o Include tracking information, estimated delivery date, and contact for support.

3. Follow-Up for Satisfaction
o 3-5 days after delivery, follow up to confirm satisfaction.
o Message should inquire about their experience and invite questions or concerns.
o Example: &€aeWe hope you are enjoying your [Product]. Is everything to your satisfaction? Please let us
knowif you have any questions.&€

4. Handling Customer Inquiries
o Respond to all customer questions or concerns within 24 hours.
o Ifescalation is required, follow internal support protocols and update the customer on progress.

5. Feedback Collection
o Invite the customer to provide feedback via survey, form, or direct response.
o Thank the customer for their input and indicate how their feedback will be used.

6. Ongoing Relationship Building
o Send periodic updates, offers, or personalized messages relevant to the customer's preferences.
o Recognize repeat customers or milestones (e.g., anniversary of first purchase).

4. Responsibilities
Customer Service Team: Draft, send, and document customer communications.

Sales/Support Teams: Address escalated queries and feedback promptly.
Managers: Monitor performance and ensure protocol adherence.

5. Documentation & Tracking

¢ Record all customer communications in the CRM system.
¢ Log feedback and follow-up actions for process improvement and service analysis.



6. Review and Improvement

¢ Review this SOP annually or as required to adapt to customer needs and feedback trends.
¢ Incorporate improvements based on performance metrics and customer satisfaction scores.

Note: Consistent, timely, and personalized engagement is key to building strong customer relationships and fostering loyalty.
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