Standard Operating Procedure (SOP): Language, Tone,
and Professionalism Standards

Objective: This SOP defines the language, tone, and professionalism standards to ensure clear, respectful,
and consistent communication across all organizational channels. It covers appropriate language use, maintaining a
professional tone in verbal and written interactions, and guidelines for effective communication to enhance
understanding, foster positive relationships, and uphold the organization's reputation. The objective is to promote
clarity, respect, and professionalism in all workplace communications.

1. Scope

This SOP applies to all employees, contractors, and representatives communicating on behalf of the organization in any
format, including email, instant messaging, phone calls, documents, meetings, and public announcements.

2. Standards for Language Use

Use clear, concise, and correct language appropriate for the audience.

Avoid jargon, slang, or ambiguous terminology unless necessary and explained.
Use inclusive and non-discriminatory language at all times.

Refrain from using offensive, derogatory, or combative words or phrases.
Proofread written communications to ensure clarity and correctness.

3. Tone of Communication

Maintain a courteous, respectful, and professional tone in all communications.

Adapt formality based on context (e.g., internal note vs. external correspondence) while upholding respect and
professionalism.

¢ Remain constructive and positive, even when addressing issues or providing feedback.

Avoid sarcasm, humor that could be misinterpreted, and emotional or inflammatory expressions.

4. Professionalism Guidelines

Respond to communications in a timely and organized manner.

Respect confidentiality and privacy in all communications.

Represent the organization's values and standards at all times.

Escalate sensitive or potentially problematic matters to management when appropriate.
Demonstrate accountability for communication content and delivery.

5. Enforcement and Review

¢ Non-compliance may be addressed through training, coaching, or disciplinary action as appropriate.
e This SOP will be reviewed annually and updated as needed to reflect best practices and organizational needs.

6. References

e Organization's Code of Conduct
e Employee Handbook
e Relevant regulations and communication guidelines
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