Standard Operating Procedure (SOP): Customer
Greeting and Check-in Procedure

Purpose

This SOP details the customer greeting and check-in procedure, including welcoming customers warmly, confirming
appointments or reservations, verifying customer information, providing necessary forms or documentation, explaining the
process, and directing customers to the appropriate waiting area or service point. The goal is to ensure a smooth,
professional, and welcoming experience that enhances customer satisfaction and operational efficiency.

Scope

This procedure applies to all front-line staff responsible for customer interactions upon entry and for managing the check-
in process at any service location.

Procedure Steps

1. Greet the Customer Warmly
o Smile and make eye contact as the customer enters.
o Offer a friendly verbal greeting (e.g., #€ceGood morning! Welcome to [Company Name].&€)

2. Confirm Appointment or Reservation
o Politely ask the customer for their name and the reason for their visit.
o Check the schedule or reservation system for confirmation.

3. Verify Customer Information
o Request further identification, if required (e.g., ID, confirmation email, or phone number).
o Update customer records as necessary in the system.

4. Provide Forms or Documentation
o Hand out any required forms or documents.
o Offer guidance on how to complete them and answer any initial questions.

5. Explain the Check-in and Service Process
o Briefly outline what the customer can expect next (e.g., estimated wait time, service steps).
o Address any immediate concerns or queries.

6. Direct to Waiting Area or Service Point
o Guide the customer to the appropriate area, providing clear directions.
o Ensure the customer is comfortable and knows the next steps.

Responsibilities

¢ Front-line staff are responsible for adhering to the above steps and ensuring a positive customer experience.
e Supervisors must ensure all staff are trained on these procedures.

Documentation

e Completed check-in forms and documentation must be filed according to company policy.
¢ All customer interactions should be noted in the relevant system as appropriate.

Review and Improvement

e Regularly review this SOP for improvements based on staff feedback and customer surveys.
¢ Update the procedure as needed to maintain high standards of service.
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