
Customer Service Readiness Checklist
This SOP provides a comprehensive customer service readiness checklist to ensure that all team members are
fully prepared to deliver exceptional service. It covers pre-shift preparations, workstation setup, communication
protocols, product knowledge, handling customer inquiries and complaints, maintaining professionalism, and post-
interaction follow-up procedures. The goal is to enhance customer satisfaction, streamline service delivery, and
maintain a consistent quality of support across all customer touchpoints.

1. Pre-Shift Preparations
Arrive on time and in appropriate attire per company dress code.
Review assigned tasks and daily objectives with supervisor/team lead.
Check for important updates, new policies, or changes in procedures.
Complete sign-in and attendance requirements.
Perform a quick self-check for readiness: positive attitude, professional appearance, required materials.

2. Workstation Setup
Ensure computer, phone, and other equipment are operational.
Log in to all required systems and platforms (CRM, helpdesk, etc.).
Check internet connectivity and access to essential tools.
Organize workspace for efficiency and easy access to required resources.
Test headphones, microphones, and other communication devices.

3. Communication Protocols
Familiarize yourself with company-approved greetings, closings, and response templates.
Use professional and polite language at all times.
Understand escalation procedures for difficult or unresolved issues.
Maintain clear, concise, and accurate documentation of all interactions.
Monitor emails, chat, or call queues as required.

4. Product Knowledge
Review product/service updates, common issues, and FAQs.
Access and update knowledge base as needed.
Clarify any uncertainties about products, services, or promotions before handling customer inquiries.
Participate in regular training sessions and refreshers.

5. Handling Customer Inquiries & Complaints
Listen actively and empathetically to customer concerns.
Verify customer identity and update records as required.
Provide accurate and timely information or solutions.
Follow complaint resolution steps and escalate when necessary.
Document all actions taken during customer interactions.

6. Professionalism & Behavior
Maintain a calm, courteous, and respectful demeanor at all times.
Respect customer privacy and maintain confidentiality.
Handle multiple tasks and customers efficiently without sacrificing quality.
Seek feedback and continuously work on personal improvement.
Support colleagues and foster a positive team environment.

7. Post-Interaction Procedures



Complete and save notes in CRM or helpdesk platforms after each customer interaction.
Follow up on pending issues or customer requests as scheduled.
Relay unresolved cases or important feedback to supervisors or the appropriate departments.
Log out of all systems and secure sensitive information before ending the shift.
Prepare a short handover/report for the incoming shift if applicable.

8. Continuous Improvement
Participate in regular team briefings and debriefings to discuss challenges and best practices.
Engage in ongoing learning and development programs.
Share feedback and suggestions to improve the customer service process.
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