
SOP Template: Call Handling and Customer
Interaction Protocols
This SOP details call handling and customer interaction protocols to ensure efficient, professional, and consistent
communication with customers. It covers greeting procedures, active listening techniques, call documentation, handling
difficult situations, and follow-up actions. The goal is to enhance customer satisfaction, resolve inquiries promptly, and
maintain a positive company reputation through structured and effective communication practices.

1. Purpose
To provide step-by-step instructions for employees to professionally handle incoming and outgoing calls and interactions
with customers, ensuring efficient resolution and a positive experience.

2. Scope
This SOP applies to all employees who interact with customers via phone or other remote communication channels.

3. Responsibilities
Customer Service Representatives: Follow procedures for all customer interactions.
Supervisors/Managers: Monitor compliance and provide training as needed.

4. Procedures
4.1 Greeting Procedures

1. Answer calls within three rings, if possible.
2. Use a friendly tone and state your name and the company's name.
3. Verify the caller's identity for account-specific inquiries.
4. Ask, â€œHow may I assist you today?â€​

4.2 Active Listening Techniques

Listen attentively without interrupting.
Use verbal nods (e.g., â€œI understand,â€​ â€œCertainly,â€​ â€œLet me check on thatâ€​).
Restate or paraphrase key points to confirm understanding.
Ask clarifying questions if needed.

4.3 Call Documentation

1. Record the caller's name, contact details, and purpose of the call.
2. Take comprehensive notes on questions, requests, and actions taken.
3. Log each call in the CRM or designated system before ending the conversation.

4.4 Handling Difficult Situations

Stay calm and maintain a professional demeanor.
Acknowledge the customer's feelings and express empathy.
Apologize for any inconvenience if applicable.
Offer solutions or escalate to a supervisor if needed.
Never argue or respond emotionally to the customer.

4.5 Follow-up Actions

1. Confirm next steps and provide a resolution timeline to the customer.
2. Send follow-up emails or make calls as promised.
3. Document follow-up actions in the system.
4. Ensure closure of the customer's request or issue.

5. Quality Assurance



Supervisors will conduct periodic call monitoring and review documentation for accuracy and compliance.
Feedback or coaching will be provided as needed to ensure continuous improvement.

6. Revision History

Version Date Description Author

1.0 2024-06-22 Initial SOP creation Customer Service Team
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