SOP Template: Student Inquiry and Information Dissemination
Procedures

This SOP details the student inquiry and information dissemination procedures, covering the processes for receiving, responding to, and
managing student inquiries effectively. It includes guidelines for communication channels, timely and accurate information delivery, documentation of
inquiries, and ensuring consistent and clear messaging. The objective is to enhance student satisfaction through responsive support and efficient
dissemination of relevant information.

1. Purpose

To establish a standardized process for handling student inquiries and disseminating accurate information to ensure timely, consistent, and clear
commumnication that supports student satisfaction and institutional reputation.

2. Scope

This procedure applies to all staff mvolved in receiving, managing, and responding to student inquiries through any official commumnication channel.

3. Definitions

¢ Inquiry: Any question, request, or concern raised by a student seeking information or clarification.
¢ Information Dissemination: The process of communicating official information to students via approved channels.

4. Responsibilities

o Allstaff must adhere to these procedures and guidelines.
¢ The student services team is responsible for overseeing the implementation of these procedures.
¢ Designated staff must update inquiry logs and monitor communication channels regularly.

5. Procedures

1. Receiving Inquiries
o Inquiries may be received via email, phone, walk-in, online forms, or designated messaging platforms.
o Staff must acknowledge receipt of inquiry within 1 business day.
2. Documentation
o Record all inquiries in the Inquiry Log, capturing student details, date/time, nature of inquiry, and response status.
3. Responding to Inquiries
o Provide accurate and clear responses within 2 business days where possible.
o [fadditional time is required, update the student on the status and expected resolution timeline.
o Use standardized templates for common inquiries to ensure consistency.
4. Information Dissemination
o Share relevant updates/events/notices via approved platforms (email bulletins, website, SMS, noticeboards, etc.).
o Ensure all mformation dissemmated is approved by the appropriate authority and is up to date.
5. Follow-up and Feedback
o Follow up with students for unresolved or escalated inquiries.
o Encourage feedback to improve the inquiry handling process.

6. Communication Channels

¢ Emnail (official institutional addresses)
¢ Phone hotline

¢ Online inquiry forms

¢ Institutional messaging platforms

¢ In-person (student services desk)

7. Records Management

¢ Maintain a secure and up-to-date log of all inquiries and responses for auditing and quality improvement.
¢ Ensure confidentiality of student information at all times.

8. Review and Continuous Improvement



® Review the effectiveness of the procedures annually.
¢ Implement improvements based on feedback and observed trends.

9. Appendices

¢ Appendix A: Sample Inquiry Log Template
¢ Appendix B: Standardized Email Response Tenplate
¢ Appendix C: List of Approved Communication Channels
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