
Standard Operating Procedure (SOP): Documentation
and Client Communication Protocols
This SOP details documentation and client communication protocols, encompassing standardized methods for
recording client interactions, maintaining accurate and secure records, ensuring consistency in communication,
managing client inquiries and feedback, and adhering to confidentiality guidelines. The objective is to enhance client
satisfaction, improve information accuracy, and foster transparent, professional relationships with clients through
effective communication and thorough documentation practices.

1. Purpose
To establish clear and consistent procedures for documenting client interactions and managing communications to
ensure accuracy, confidentiality, and professionalism.

2. Scope
This SOP applies to all employees and representatives responsible for engaging with clients and maintaining records
related to client communications.

3. Responsibilities
All Staff: Comply with documentation and communication protocols as outlined in this SOP.
Supervisors/Managers: Ensure staff adherence to these procedures, provide guidance, and review records for
accuracy and completeness.
Compliance Officer (if applicable): Monitor compliance with confidentiality and data security regulations.

4. Procedure
4.1 Documentation of Client Interactions

1. Record Keeping:
Log all client interactions (calls, emails, meetings) in the designated CRM or documentation system
promptly.
Include essential details: date, time, client name, summary of discussion, action items, and responsible
staff member.

2. Accuracy and Consistency:
Use approved templates and consistent terminology.
Verify client information before input.

3. Documentation Security:
Access to client records should be limited to authorized personnel only.
Store physical files securely and use password-protected systems for digital records.

4.2 Client Communication Protocols

1. Communication Channels:
Preferred channels (email, phone, portal) should be documented for each client.
Respond using the channel requested by the client, when possible.

2. Response Times:
Acknowledge receipt of client inquiries within one (1) business day.
Provide comprehensive responses within two (2) business days, or communicate expected timelines for
resolution.

3. Professional Tone and Language:
Use courteous, concise, and clear language in all communications.
Avoid jargon or ambiguous terminology.



4.3 Management of Inquiries and Feedback

1. Log all client inquiries and feedback in the CRM or designated tracking platform.
2. Assign responsibility for follow-up where action is required.
3. Review client feedback periodically to identify trends and areas for improvement.

4.4 Confidentiality and Privacy

1. Confirm client identity before sharing personal or sensitive information.
2. Do not disclose client information to unauthorized parties; comply with all legal and regulatory requirements

regarding data protection.
3. Obtain explicit client consent if information must be shared with third parties.

5. Documentation and Communication Matrix

Communication Type Documentation Method Responsible Party Confidentiality Level

Initial Inquiry CRM Log; Email Copy Frontline Staff Standard

Service Update CRM Log; Meeting Notes Account Manager Confidential

Feedback/Complaint CRM Log; Escalation Report Customer Support/Manager Sensitive

Resolution/Closure CRM Log; Follow-up Email Assigned Staff Standard

6. Training and Review
All relevant personnel must receive training on this SOP upon onboarding and during annual refreshers.
This SOP will be reviewed annually or as necessary to ensure ongoing compliance and effectiveness.

7. Related Documents
Client Confidentiality Policy
Email and Communication Policy
Data Retention and Privacy Guidelines

8. Revision History

Version Date Description Approved By

1.0 2024-06-15 Initial SOP Release [Name/Title]

Note: Adapt this template to suit your organization's specific communication channels, regulatory requirements, and
documentation systems.
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