Standard Operating Procedure (SOP): Customer
Service Standards and Expectations

This SOP defines customer service standards and expectations, covering communication protocols, response time
guidelines, issue resolution procedures, professionalism and courtesy requirements, feedback collection methods, and
continuous improvement strategies. The goal is to ensure consistent, high-quality service that enhances customer
satisfaction, fosters loyalty, and supports the organization's reputation and success.

1. Purpose

To establish clear customer service standards and expectations, ensuring every customer interaction upholds our brand
promise and delivers satisfaction.

2. Scope

This SOP applies to all employees and representatives who interact directly or indirectly with customers, across all
channels (in-person, phone, email, chat, social media, etc.).

3. Responsibilities

o All Staff: Adhere to these standards in every customer interaction.
e Supervisors: Monitor compliance and coach staff.
e Customer Service Manager: Update SOP, review metrics, and implement improvements.

4. Communication Protocols

Address customers by name (when possible) and use polite, professional language.
Listen actively, confirm understanding, and respond empathetically.

Provide clear, concise, and accurate information.

Use approved scripts/templates where applicable.

Document all significant customer interactions in the CRM system.

5. Response Time Guidelines

Channel Initial Response Time Resolution Target

Phone Within 3 rings During call or within 1 business day
Email Within 4 business hours Within 2 business days

Chat Within 1 minute During session or within 1 business day
Social Media Within 2 hours (business hours) Within 1 business day

6. Issue Resolution Procedures

Listen and verify the issue.

Apologize for any inconvenience when appropriate.

Gather necessary information and explain steps being taken.
Escalate to supervisor or specialist if required.

Follow up with the customer until resolution and confirm satisfaction.
Log the incident and resolution details in the CRM.
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7. Professionalism and Courtesy

¢ Maintain a positive, friendly tone at all times.



e Dress according to company guidelines (where applicable).
¢ Respect customer privacy and confidentiality.
e Remain calm and patient, even in challenging situations.

8. Feedback Collection Methods

Post-interaction surveys (email, SMS, chat, etc.)
Regular Net Promoter Score (NPS) surveys
Customer interviews and focus groups

Monitoring online reviews and social media mentions
Internal complaint and compliment logs

9. Continuous Improvement Strategies

Review customer feedback monthly and implement corrective actions.
Conduct regular staff training on new protocols and customer service skills.
Analyze recurring issues and adjust processes accordingly.

Recognize and reward outstanding service.

Benchmark against industry best practices annually.

10. Documentation and Review

¢ Record all customer service activities and feedback in designated systems.
¢ Review and update this SOP annually or as-needed based on feedback and business changes.
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