SOP: Greeting and Call Opening Procedures

This SOP details the greeting and call opening procedures, emphasizing the importance of a professional and courteous
firstimpression. It covers standardized greetings, proper tone and language, verification of caller information, and setting a
positive tone for the conversation. The goal is to ensure consistent, respectful, and effective communication that enhances
customer satisfaction and promotes a welcoming interaction from the initial contact.

1. Objective

To provide clear steps for greeting and opening calls, ensuring every customer interaction starts positively and
professionally.

2. Scope

This SOP applies to all staff responsible for answering inbound calls and initiating the first point of contact with customers.

3. Procedure

1. Prepare to Answer
o Ensure you are in a quiet environment with necessary resources available.
o Take a moment to focus before answering the call.
2. Answer Promptly
o Answer all calls within three rings.
3. Standardized Greeting
o Use the approved greeting script:
&€oeGood [moming/afternoon], thank you for calling [Company Name]. My name is [Your Name]. Howmay
| assist you today?a€
4. Use Proper Tone and Language
o Speak clearly, courteously, and at a moderate pace.
o Smile while speaking, as it positively affects tone.
5. Verify Caller Information
o Politely request the caller's name and any necessary identifying information (e.g., account number, phone
number).
o Use the caller's name during the conversation to personalize the interaction.
6. Set a Positive Tone
o Express readiness to help and ensure the customer feels welcome.
7. Transition to Call Purpose
o Use a phrase such as: &€ceHowmay | help you today?&€

4. Notes & Best Practices

¢ Always remain patient and attentive, even if the caller seems upset.
¢ Avoid slang, jargon, or overly technical terms unless necessary and explained.
¢ [fa call must be transferred, explain the reason and provide a warm handoff.

5. Revision History

Date | Version Description Author

2024-06 (1.0 Initial SOP creation | [Author Name]
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