SOP Template: Communication Templates for User
Updates and Resolutions

This SOP defines the use of communication templates for user updates and resolutions to ensure consistent, clear,
and professional interactions with users. It covers template creation, customization guidelines, timing and frequency of
updates, tone and language standards, and procedures for final resolution notifications. The goal is to enhance user
experience by providing timely and accurate information, reduce misunderstandings, and maintain a standardized
communication approach across support teams.

1. Template Creation

¢ Draft templates for common scenarios (issue acknowledgment, interim update, resolution, escalation, closure).
e Templates must include key elements: greeting, case reference, status update, next steps, and contact information.
¢ Review and approval of templates required by Support Manager before use.

2. Customization Guidelines

¢ Personalize user name and case details in each message.
¢ Modify templates to address specific user queries or context while maintaining core structure.
¢ Avoid jargon or overly technical terms unless necessary and explained.

3. Timing and Frequency of Updates

Stage Action Template Use

Issue Submission Acknowledge receipt within 1 hour Acknowledgment Template
Investigation Interim update every 24 hours or as promised Progress Update Template
Resolution Notify user immediately on resolution Resolution Notification Template
Closure Confirm closure and next steps Closure/Feedback Template

4. Tone and Language Standards

¢ Maintain a friendly, professional, and empathetic tone at all times.
¢ Be clear and concise; avoid ambiguity.
¢ Use positive language, especially when delivering bad news.

5. Final Resolution Notification Procedure

. Summarize the resolution and actions taken in clear language.
. Provide next steps, if applicable.

. Offer further assistance and contact channels for follow-up.

. Record communication for audit and improvement purposes.
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Sample Templates
Acknowledgment:
Dear [User Name],

Thank you for contacting Support. We have received your request (Case #[Case Number]) and our team is
currently reviewing it. We will provide you with an update within [Timeframe].

Regards,
[Support Team]

Progress Update:



Dear [User Name],

We are continuing to work on your request (Case #[Case Number]). Our engineers are actively investigating
the issue and will update you again by [Next Update Timeframe]. Thank you for your patience.

Regards,
[Support Team]

Resolution Notification:
Dear [User Name],

We have resolved your request (Case #[Case Number]). [Brief summary of resolution.] Please let us know if
you experience any further issues or have additional questions.

Regards,
[Support Team]

Closure/Feedback Request:
Dear [User Name],

Your case (Case #[Case Number]) has been closed. If you have additional feedback or need further
assistance, please let us know.

Regards,
[Support Team]
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