SOP: Customer Information Confidentiality and
Privacy Protection

This SOP details the procedures for ensuring customer information confidentiality and privacy protection, including
data collection, storage, access control, and sharing protocols. It emphasizes compliance with relevant privacy laws,
secure handling of personal information, staff training on confidentiality obligations, risk management strategies to prevent
data breaches, and steps for responding to any privacy incidents. The goal is to safeguard customer trust by maintaining
the highest standards of data privacy and security throughout all business operations.

1. Purpose

To establish and document comprehensive procedures for protecting the confidentiality and privacy of customer
information in compliance with applicable laws and regulations.

2. Scope

¢ Allemployees, contractors, and third parties handling customer information.
¢ All forms of customer data: electronic, paper, verbal, and cloud-stored information.

3. Responsibilities

¢ Data Protection Officer (DPO): Oversight and compliance monitoring.
¢ Department Heads: Enforce privacy practices in their teams.
o All Staff: Adhere to confidentiality best practices and report incidents.

4. Procedures

4.1 Data Collection

e Collect only the minimum data necessary for business operations.
e Clearly communicate data collection purposes and obtain appropriate consent.

4.2 Data Storage
e Store data securely using encryption and access control measures.

¢ Restrict physical access to areas where confidential data is stored.
e Regularly back up data and test recovery procedures.

4.3 Access Control
e Grant system access only to authorized personnel on a need-to-know basis.

¢ |mplement strong password policies and multi-factor authentication.
¢ Maintain access logs and perform regular audits.

4.4 Data Sharing and Disclosure
e Share customer data only with authorized parties under contractual obligations.

¢ Obtain consent for data sharing where legally required.
e Ensure third-party vendors comply with privacy standards.

4.5 Data Retention and Disposal

¢ Retain data only for as long as necessary to fulfill the specified business or legal purpose.
¢ Dispose of data securely using shredding or digital deletion methods when no longer needed.

5. Legal & Regulatory Compliance

e Comply with all applicable laws (e.g., GDPR, CCPA, HIPAA) and industry standards.
e Conduct annual compliance reviews and document findings.



6. Staff Training & Awareness

¢ Provide initial and annual refresher training on confidentiality and privacy obligations.
e Distribute the latest SOP to all staff and obtain written acknowledgment.
¢ Include privacy protections in new employee onboarding.

7. Risk Management & Incident Response

e Assess risks regularly and update controls as needed.

¢ Maintain a data breach response plan covering identification, containment, investigation, notification, and
remediation steps.

e Report any suspected or actual data breaches immediately to the DPO.

8. Record Keeping

¢ Maintain records of data processing activities, risk assessments, and breach incidents.
e Document training participation and data access logs.

9. Related Documents

Information Security Policy
Data Breach Response Plan
Employee Code of Conduct
Vendor Agreements

10. Review and Updates

¢ Review this SOP at least annually or upon significant changes in laws, technology, or business operations.
e Document revisions and communicate updates to all staff.

Effective Date: [Insert Date]
Approved By: [Insert Name/Title]
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